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Abstract
The expectation of the impact of an aging population and the future availability of nursing staff
is a significant challenge for senior living communities around the world. Lack of nursing staff
retention has driven managers to hire quickly, denying residents living in long-term care
communities the care they need. Exploratory, qualitative design, using case study research, was
used for this study to learn what motivates resident care attendants (RCAs) to stay employed in
assisted living communities of senior living. Richard Finnegan’s five stay interview questions
were used to interview nine RCAs from various assisted living communities in Louisiana. The
data obtained from the interviews were coded, evaluated, and examined using thematic analysis.
The results of the study showed that the employees enjoy working with seniors, admire leaders
and coworkers, prioritize self-care, and appreciate opportunities for professional development.
The findings suggest that innovative retention strategies are required to retain RCAs in the senior
living industry. As more job choices and career opportunities evolve for people working in health
care, senior community administrators need to re-evaluate best practices to retain and attract a
quality nursing staff.
Keywords: senior living industry, assisted living (AL), nursing assistant, resident care
attendant (RCA), employee retention, stay interview
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I. INTRODUCTION

Older people who move to senior living communities can benefit from a lifestyle that
supports senior needs. Assisted living is one community option of senior residential living that
relies on compassionate, committed staff. Residents living in assisted living communities depend
on the direct care staff to assist with activities of daily living (ADLs) as well as instrumental
activities of daily living (IADLs) (Gion & Abitz, 2019). Direct care staff primarily consists of
nursing staff. Retaining qualified and competent staff to provide the needed support to seniors is
critical to leaders in the assisted living community. However, leaders are challenged not only by
an expansion of the older generation but also insufficient retention of skilled and caring staff,
resulting in compromised care and safety for seniors. Stay interviews may be a necessary
strategy to understand how to address the workforce crisis in assisted living communities.
Background of the Study
Globally, assisted living and other senior living facilities are challenged with the retention
of nursing staff affecting the quality of care residents receive as well as posing a financial burden
to the facilities (Gion & Abitz, 2019). Gion and Abitz suggested that leaders and managers must
concentrate on factors that are important to nursing assistants to improve employee satisfaction
and retention. Additionally, engaging and involving nursing assistants in certain task forces may
create an environment where nursing assistants feel empowered and important to the
organization. Factors that are important to staff can positively impact employee retention. Gion
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and Abitz described a partnership with a nonprofit organization and a local technical college to
support career opportunities for nursing assistants. Staff from the 505- bed academic medical
center benefited from the partnership, including specific education offered by the two institutions
allowing employees to receive learning opportunities, to feel empowered and recognized. A task
force was created including 10 nursing assistants and a director who met twice a month to review
retention issues. Following a satisfaction survey, the task force introduced numerous initiatives
that led to improved retention. The initiatives included a sunshine award and a nursing
excellence award to recognize outstanding employees, elimination of mandatory overtime,
increased nursing assistant-to-patient ratios, the involvement of organizational groups, and
educational opportunities. One year later, retention improved from a 9.02% nursing assistant
vacancy rate to 0.00% following implementation of task force initiatives. The benefit of the
partnerships led to a 66% retention rate of students who were hired following education and
training. Finally, the leadership approval of the task force’s initiatives was vital to the success of
the programming and retention. Empowering the nursing assistants to introduce, execute, and
present the results of the project was key to the positive results of the program.
The expectation of the impact of an aging population and the future availability of
nursing staff is a significant challenge for senior living communities around the world. As part of
a larger study, Hodgkin et al. (2016) described workforce shortages in rural, residential care for
seniors in Australia. Women approaching retirement who have remained the “backbone” (p. 93)
of the senior living workforce provided insight for retaining the younger workforce entering the
field. Female nursing staff aged 55 and older from a sample of 17 public healthcare facilities,
including senior living communities, participated in the study. Over 200 nursing staff completed
a survey. Additionally, 14 nursing staff, consisting of nurses, and nursing assistants, were
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interviewed with a focus on why the employees stayed in the senior residential care industry,
what might influence employees to leave, and personal thoughts about how to retain the current
workforce. The reasons the women gave were both intrinsic (altruistic in nature of work and
recognition, relational reward associated with caregiving, development of knowledge and skill)
and extrinsic (excessive workload and demands, unsupportive workplace relationships. lack of
quality training, low wages) in nature. The results of the research indicated both intrinsic and
extrinsic factors were important to the employees. The participants believed younger employees
replacing them may not share the same sense of work as well as may not accept pay scale or
work conditions. Additionally, the participants shared concern for the increased job options for
younger workers. The participants also described how heightened workloads were affecting the
amount of time allowed to spend with a resident and would demand more training. The results of
the study suggested more attention was needed towards employee skill sets, recognition of
workload and demands, and necessary honest work.
As the elderly population expands, the need for senior care continues to rise. Perceptions
about aging and the institutional residences seniors live can influence people’s thoughts and
behaviors in unforeseen ways; therefore, assisted living communities often struggle to recruit and
retain compassionate and committed employees (Jeste & Childers, 2017). Jeste and Childers
recommended to attract talented employees, industry leaders should use a structured planning
method called SOAR (strengths, opportunities, aspirations, results) as an approach in which the
industry boosts the public’s perception about aging and senior living. The SOAR approach could
positively attract residents, families, and staff. Numerous suggestions were presented such as
considering culture change. For example, changing the word “retirement” living to
“intergenerational” living. Another suggestion was to correct the public’s misperception about
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aging, from getting older and declining, to aging healthily and thriving. Leadership development
programs were also advised for leaders to connect with other leaders in the industry. Convincing
current and potential employees how impactful compassionate and quality care is towards the
elderly may be vital to retaining and attracting the right employees.
Motivation
First impressions of senior living communities are not only important for the potential
residents moving in, but also for prospective employees. Motivated and energetic employees
tend to be focused on quality work; therefore, managers should learn what motivates employees
for retention efforts and recruitment of new employees. Paris et al. (2018) studied both employee
and resident satisfaction in the senior housing industry and compared the factors that motivated
employees, such as play, purpose, and potential, with factors that demotivated employees, such
as emotional pressure, economic pressure, and inertia. Play happens when an employee is
engaged and enjoying what he or she is doing at work. Purpose is engaging in an activity that the
employee knows is important and valuable. Potential is an activity that will allow the employee
to reach a personal goal. Conversely, emotional pressure occurs when an employee is engaged
because of feelings of guilt or shame. Economic pressure is experienced when an employee is
engaged to receive an award, and inertia is the unwillingness to be productive. The researchers
presented a theory explaining that the reasons people work contribute to how well people work.
Twenty-nine Watermark Retirement Communities conducted four years of satisfaction surveys
involving staff, residents, and families, using 4-point and 5-point improvement scales.
Researchers found a positive correlation between employee motivation, as well as staff and
resident satisfaction. The results of this study indicated highly motivated employees are more
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likely to recommend their community as a positive place to work, with the results also
suggesting that motivated employees improved resident satisfaction.
Job Embeddedness
Another consideration that may impact employee retention is the concept of job
embeddedness (JE). The three elements of JE are fit, links, and sacrifice (Hopson et al., 2018;
Mitchell et al., 2001). Fit describes how comfortable an employee is with the organization and
the environment; links are depicted by the connections between an individual and organizations
and other people; and sacrifice represents any benefit or privilege an employee might forfeit by
resigning from a job (Mitchell, et al., 2001). Mitchell et al. were one of the first groups of
researchers who investigated the concept of JE to understand why employees remain with their
jobs. Mitchell et al. explored two companies with high turnover rates, which included a grocery
store chain and a community-based hospital. Surveys were conducted at both organizations. Four
sources were used to assess JE: (a) demographic and descriptive data, (b) attitudinal measures,
(c) weekly in-person follow-up meetings over one year, and (4) preliminary employee interviews
from both organizations who did not participate in the survey. The researcher added an
explanation that JE is a collection of job factors that can influence an employee’s decision to stay
at a job. An exploratory factor analysis was performed, and the correlations showed that
embeddedness was significantly related to job satisfaction. The results of the study suggested
that employees who feel embedded in their job and community are less likely to leave their job.
Hopson et al. (2018) further emphasized the three attributes of JE—fit, link, and
sacrifice-may have implications on nursing retention. Hopson et al. carried out an exploratory,
mixed methods study to address the nursing shortage and retention problem, including increasing
evidence of JE in the nursing population. The researchers’ focus was on JE and the reasons an
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employee stays with an employer considering both the organization and the community. The
sample consisted of 191 full-time registered nurses who provided direct care to patients at a
community teaching acute care facility. Analysis from qualitative data from a focus group, as
well as online questionnaires uncovered five themes: (a) the professional nurse, (b) building
lasting relationships, (c) power of family and community, (d) personal resiliency, and (e) desire
for improved conditions. The discovery of such themes could lead to the development of
innovative retention processes to successfully keep employees.
Ng (2016) evaluated the importance of embedding new employees at the start of the job.
Ng studied perceived organizational embeddedness (POE) which is also important in JE because
it is how an employee perceives the connection with the organization. The goal of the study was
to investigate perceived respect as a predictor of POE. Using empirical data from surveys, and
longitudinal data analysis tools, the researchers evaluated one 198 recent college graduates in
Hong Kong over 18 months. Perceived respect was associated with increased gratitude for the
employer which led to enhanced POE. Among several remarks, the first comment was that young
employees can become embedded early if the organization provides what the employee values.
The second remark was that gratitude appears to be a key psychological mechanism that can
promote positive relationships. The last remark suggested more longitudinal studies to continue
to identify factors such as respect and gratitude that might contribute to JE and POE.
Employment Engagement
Employers continue to explore ways to engage employees for organizations to remain
successful. Richard Finnegan (2018) described employee engagement as committed employees
who make every effort each day to help their organizations succeed. The pioneer who first
introduced and analyzed work engagement was William Kahn (1990). Kahn studied individual
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experiences that shaped personal engagement. Kahn defined personal engagement as “the
harnessing of organizational members’ selves to their work roles: in engagement, people employ
and express themselves physically, cognitively, and emotionally during role performances” (p.
694). Through an inductive analysis, Kahn reported three psychological conditions that were
apparent from the description individuals gave which influenced personal engagement:
meaningfulness, safety, and availability. The seminal work of Kahn and the three psychological
conditions of employee engagement remain concerns in today’s healthcare workforce.
Gray et al. (2016) conducted a qualitative cross-sectional research study with 24 certified
nursing assistants (CNA) who worked in various long-term care communities in Arkansas. The
study explored the concept of meaning-making or finding purpose involving a person’s selfconcept within the job. Following interview transcript analysis, the researchers discovered the
CNAs had feelings, especially towards the supervisor, of not being recognized or valued for their
job skills, personal qualities, or critical roles as a nursing assistant. Four meaning-making themes
emerged: (a) “CNA work is good or special,” (b) “CNA has a relationship builder,” (c) “CNA as
an expert,” and (d) “CNA as a team member” (pp. 247-248). Other meaning-making concepts
included teamwork, communication, respect, and validation. To remedy the CNAs’ emotions,
supervisors needed to acknowledge the basic skills of the nursing assistants and to offer
educational opportunities for building expertise, having the CNAs be involved in the
development of the training curriculum.
Specific to safety and availability, organizational predictions of successful employee
engagement involve the relationship between an employee and the supervisor as well as the
support received from coworkers. Supportive supervisors and coworkers can make employees
feel safe. Supportive supervisors allow employees to learn from their failures and mistakes,
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providing employees with some control over their work (Kahn, 1990). Therefore, learning
opportunities in organizations can also make an employee feel secure. Relationships with
supervisors and coworkers, as well as learning opportunities, enable employees to reach optimal
performance in their work role, and can also reduce some of the stressors related to work (Sarti,
2016). Sarti referred to such job features as “job resources” (p. 215) and studied this one specific
concept to determine the influential impact job resources had on employee engagement. Sarti
sampled 167 caregivers from nine long-term care facilities in Tuscany, Italy. The caregivers
consisting of nursing assistants, certified nursing assistants, and nurses completed questionnaires
regarding decision authority, learning opportunity, supervisor and coworker support,
performance feedback, and financial rewards. The data obtained were processed using a
statistical package for social sciences, a one-way analysis of variance (ANOVA), and a multiple
regression analysis followed by a hierarchical analysis to determine which job resource
significantly influences work engagement. The results of the study demonstrated that learning
opportunities, including supervisor and coworker support, significantly affected employee
engagement in the workforce. The distinctiveness of the study was that it took place in long-term
care communities, contributing to the current need for employee engagement in senior living.
The close association between employee engagement and Kahn’s (1990) psychological
conditions presents opportunities for human resource departments and supervisors to implement
retention strategies such as stay interviews to improve common support among employees, team
building, communal connectedness, and positive work culture from constructive feedback.
Stay Interviews
Instead of focusing on why employees leave, managers must focus on why employees
stay to maintain retention of caring and capable nursing assistants. Arakelian et al. (2018) studied
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nurse specialists from the county and university hospitals in Sweden by conducting interviews
either by phone or face-to-face, identifying three themes that indicated the reasons to stay at the
workplace for more than 5 years: (a) organizational stability (valued equally, getting along with
co-workers, and homelike), (b) continued development, and (c) a humane head nurse. Arakelian
et al. reported using caritative leadership to establish a healthy work environment. Caritative
leadership is a leadership style where leaders value the uniqueness of each employee.
Karlsson et al. (2018) suggested that managers can increase Registered Nurses’ (RN)
intentions to stay by meeting needs of appreciation, career development, and a better work
environment. Karlsson et al. researched nurses’ perspectives of work satisfaction and work safety
using a descriptive, qualitative study design. The researchers gathered information from one
university hospital and one county hospital in Sweden over one year. Following the interviews of
25 RNs, the RNs reported higher satisfaction when able to provide person-centered care. The
nurses appreciated a sound work environment that was safe for residents. Sound work
environment included trust and security among coworkers, knowledge exchange, professional
growth through supervision and mentoring, communicating, listening, and feedback in real time.
The nurses from the study experienced higher satisfaction when tasks of the job were structured,
and tasks were not left undone.
Vignesh and Babu (2014) suggested asking employees directly what works best for
employees regarding the job. Stay interviews revealed what employees might prefer. Vignesh
and Babu compared a stay interview to a wellness visit where a doctor may find out what is
working for the patient, simultaneously taking notes of the “aches and pains” and “slips and
gaps” (p. 122) that needed repair. One hundred software engineer employees from a selection of
information technology (IT) companies in India completed a structured questionnaire consisting
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of open- and close-ended questions. The questionnaire included demographic information,
reasons an employee stayed with an organization, and expectations following the interview.
Cronbach’s alpha values for reliability analysis and factor analysis were the tools used to analyze
the data. Job security and pay scale, as well as job opportunities and personal reasons, were
strong factors of staying with the organization. From the results of the study, the researchers
suggested embracing a culture that improves attitudes about work, provides support to
management to be fair and competent, provides performance feedback, and provides career
opportunities. Managers should also pay attention to the trivial wants of employees if it means
making their lives better. Oftentimes, trivial requests can make an employee’s life better and
might enhance the chance to stay in employment.
Sometimes managers take talented employees for granted (Maddalena, 2015). Stay
interviews allow for managers to connect in meaningful ways and provide information needed to
plan ways to keep employees happy and fulfilled. Stay interviews keep the manager and the
employee connected while the employee is still employed with the company. The benefit of
connecting with employees through stay interviews is that managers can learn from the
employee and have opportunities for improvement before the employee decides to quit.
Managers can explore what motivates employees which may increase employee engagement and
improve resident and staff satisfaction, as well as overall employee retention.
Theoretical Framework
Frederick Herzberg’s (1968) two-factor or hygiene motivational theory is the theoretical
framework for this study. Herzberg introduced the motivation-hygiene theory or two-factor
theory, a theory that suggested factors that contributed to job satisfaction differ from factors that
contribute to job dissatisfaction (Herzberg et al. 1959; Herzberg, 1968). In 1959, Herzberg and
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colleagues examined the attitudes of 200 engineers and accountants to determine what promoted
motivation to work. Herzberg et al. (1959) proposed two sets of factors that influence satisfaction
and motivation in the workplace: motivator and hygiene factors. The motivator factors, also
known as intrinsic or content factors, include achievement, recognition, job duties,
responsibilities, and growth within the organization (Herzberg, 1968). The hygiene factors, also
known as extrinsic factors, include company policy and administration, supervisors, peer
relationships, working conditions, security, salary, status, and work environment. Herzberg
believed motivation factors have more impact on employees’ attitudes for a longer period.
Herzberg’s (1968) theory has demonstrated durability, but some studies have presented
debate. For example, Armstrong (1971) investigated the attitudes of engineers and assemblers
and learned that motivational factors such as achievement were more valuable to the engineers;
however, hygiene factors such as job security were more valuable to the assemblers. Even
though overall work satisfaction was a result of motivation factors for the engineers and
assemblers, the results of the study showed job factor importance may vary depending on
occupational level.
Regardless of which factors are more important, recent research supported that
organizations should work toward satisfying both intrinsic and extrinsic factors. Yusoff et al.
(2013) concluded from a review of literature that referenced Herzberg’s (1968) two-factor
theory, extrinsic factors can also be expected to have a direct influence on employee satisfaction.
By studying the findings of research studies from numerous countries and industries, such as
retail and hotel, Yusoff et al. determined that supervisory factors and job security were just as
motivating as intrinsic factors. Managers in assisted living communities who understand the
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difference between intrinsic and extrinsic factors may be able to recognize the necessary
direction to satisfy and retain employees.
Problem Statement
Lack of nursing staff retention has driven managers to hire quickly, denying residents
living in long-term care communities the care they need. Failure to retain staff can impact
individual organizations, workers, and the economy with direct and indirect costs including
recruitment, hiring, training, employee morale, and customer satisfaction (Gion & Abitz, 2019;
Rothausen et al., 2017). According to Rothausen et al., employees who voluntarily left their
employment reported that work was affecting their identity and well-being causing stress and
strain. Lack of opportunity or comfort for employees to share their perspectives or to
communicate viewpoints to a supervisor suggested lost opportunity for any type of intervention
(Rothausen et al., 2017). Understanding the demographics of direct care workers and learning
why direct care workers remain working in assisted living communities will help leaders to
understand and address the anticipated workforce shortage of nursing personnel among the
various continuums of senior care and will provide insight as to what kinds of changes are
needed to retain employees (Kelly et al., 2020).
As more job choices and career opportunities evolve for people working in health care,
senior community administrators need to re-evaluate best practices to retain and attract a quality
nursing staff. The U.S. Bureau of Labor Statistics (2019) reported a continued decline in the
healthcare workforce, as healthcare employment opportunities and demands continue to increase.
The general concern facing the senior living industry is the anticipated growing needs of the
aging population and the decreasing number of sufficient and interested staff (Kelly et al., 2020).
The nursing staff is even more challenged with the entrance of the Baby Boomer generation. The
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Baby Boomer generation is described as a unique cohort of individuals with varied ideas and
expectations (Kruschke, 2018). Nursing staff must prepare for this diverse population.
Increased life expectancy and the expansion of the older generation has compelled the
senior living industry to develop and nurture a competent and compassionate workforce to
provide quality care to seniors across the world (Holtom et al., 2008; Øster et al.,2019). Øster et
al. suggested focusing on motivation strategies to retain employees in the senior living industry.
Kaye and Evans (2011) reported the two most common reasons employees wanted to stay with
an organization were because the work was exciting and challenging, as well as the employer
offered opportunities for career development.
Individual stay interviews could potentially identify generation-specific attitudes and
look at individual differences which would help supervisors better understand how to retain and
develop employees individually and as a group. Finnegan (2018) described stay interviews as a
tool that can equip managers to predict, learn, and resolve employee concerns.
Purpose Statement
The purpose of this qualitative study was to explore the reasons resident care attendants
(RCAs) remain with an organization using stay interviews to retain qualified, compassionate
employees for assisted living communities. Assisted living is a community that provides senior
residents a variety of services such as meals, housekeeping and laundry, medication assistance,
and assistance with activities of daily living (ADLs) (Kruschke, 2018).
Overview of Methodology
An exploratory, qualitative design using case study research was used to learn what
motivates resident care attendants to stay employed in assisted living communities of senior
living. Case study research gathers data by exploring real-life circumstances through detailed
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employee interviews (Creswell, 2013). Qualitative data were collected from interviews using
Richard Finnegan’s (2018) five interview questions with nursing assistants who work in assisted
living. All interviews were recorded, transcribed, and annotated to sort out any common themes
among the participants. According to Creswell (2013), organizing the data into different
classifications assisted in identifying common categories or themes of information. Creswell
(2013) suggested identifying five to seven themes for analysis. Results of the study are intended
to strengthen employee engagement and retention.
An initial letter of introduction about the research study was sent out to the administrator
of Adult Residential Care Providers (ARCP) to recruit for the study. The Louisiana Department
of Health (n.d.) refers to assisted living communities as ARCP. Following the agreement to
participate with the administrator of each community, a contact person was selected for each
community to coordinate and carry out the study. Employees working from various assisted
living communities across the state of Louisiana were invited to participate by the human
resource director, administrator, or immediate supervisor of each community to participate. The
goal of the study was to gather employees from assisted living communities in the state of
Louisiana and conduct individual stay interviews with each employee.
Research Question
What are the factors that lead to the retention of certified resident care attendants (RCAs)
in assisted living communities?
Research Design
The research design of this study was an exploratory, qualitative case study. Creswell
(2013) described a case study as an exploration of real-life situations within a certain timeframe
to gather specific information which describes the case and identifies common themes.
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Participants of the study included RCAs employed in assisted living communities in Louisiana.
Two to three employees were selected from five assisted living communities in Louisiana.
Research approval was obtained from the IRB committee of Southeastern University.
Data Collection
Qualitative data were collected from the participants who accepted the invitation to
participate in the study through a virtual stay interview via Zoom. The stay interview consisted
of Richard Finnegan’s (2018) five stay interview questions (Appendix A). The interviews were
recorded, transcribed, and annotated. The information obtained from the interviews was coded,
evaluated, and compared for common themes. Additionally, a visual image of the information
obtained from the study was provided using a comparison table, as well as a review of the
literature.
Procedures
The Louisiana government website was used as a resource for ARCP providers, and an
invitation letter was sent to assisted living communities located in Louisiana. Two to three
employees willing to volunteer from each participating community were interviewed. Following
the agreement to participate with the administration of each community, a contact person was
selected to coordinate and carry out the study. The goal was to include at least five assisted living
communities. The interview data were collected, analyzed, and presented to provide insight into
employee retention for assisted living communities in senior living.
Limitations
Limitations from the study were noted (Joyner et al., 2018). Generalizations to other
nursing staff must be done with caution since this sample consisted of nursing employees within
the senior living industry who volunteered to participate. Another limitation is that all
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participants were from the state of Louisiana; therefore, the results of the study may not be
representative of all states or countries.
Definition of Key Terms
The following words and phrases are key terms for the study.
•

senior living industry: various established residences that house seniors (usually
aged 70 and older) in a community setting that provides medical and healthcare
services, as well as hospitality services such as food service, transportation,
housekeeping, recreational activities, and opportunities to socialize (Pizam, 2014).
Pizam (2014) identified five facilities that make up the senior living industry:
independent living facilities (ILF), assisted living facilities (ALF), skilled nursing
facilities (SNF), memory care facilities, (MCF), and continuing care retirement
communities (CCRC).

•

assisted living community: a community that provides senior residents a variety of
services such as meals, housekeeping and laundry, medication assistance, and
assistance with activities of daily living (ADLs) (Kruschke, 2018).

•

resident care attendants (RCAs): also known as certified nursing assistants (CNAs),
direct care workers, personal care attendants, or home care aides who offer assistance
with activities of daily living (ADLs) and instrumental activities of daily living
(IADLs) as well as social and emotional support to seniors living in senior residential
communities (Butler et al., 2014).

•

activities of daily living (ADLs): basic personal functions such as dressing, bathing,
ambulating, eating, toileting, and transferring (McCall, 2001).
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•

instrumental activities of daily living (IADLs): personal functions that determine
functional capability including light housekeeping, managing finances, and
preparation of meals (McCall, 2001).
Significance of the Study

Residents living in assisted living communities expect staff to provide efficient care. With
the increased numbers of older adults considering senior residential options, the senior living
industry must find a way to retain nursing staff. With many healthcare employment choices
available to nurses and nursing assistants, assisted living communities and nursing homes are
struggling to provide adequate staff. Attracting and retaining compassionate and caring
employees must be a priority for managers currently working in the industry (Holtom et al.,
2008). Learning why employees remain with assisted living communities will help managers to
understand what to focus on to keep employees happy, motivated, and engaged. The results of
this study will provide managers with insight into employee retention by implementing stay
interviews.
Summary
The need for senior living is intensifying as the population of older adults continues to
grow (Jeste & Childers, 2017). Although there are many employment opportunities in the senior
living industry, the industry is struggling to attract and retain compassionate and caring
employees. The retention of talented and qualified nursing assistants presents a problem for
assisted living communities because residents are lacking the care they need. Jeste and Childers
suggested to retain talented employees, the industry must educate the public about the myths of
senior living by boasting about how the industry impacts the lives of older adults. Chapter two
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presents a comprehensive summary on previous scholarly research and theory on employee
retention.
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III. REVIEW OF LITERATURE

The purpose of this qualitative study was to explore the reasons resident care attendants
(RCAs) remain with an organization using stay interviews to retain qualified, compassionate
employees for assisted living communities. Assisted living is a licensed community that provides
senior residents a variety of services such as meals, housekeeping and laundry, medication
assistance, and assistance with activities of daily living (ADLs) (Kruschke, 2018). Long-term
care is defined as “a continuum of medical and social services designed to support the needs of
people living with chronic health problems that affect their ability to perform everyday activities.
Long-term care services include traditional medical services, social services, and housing”
(McCall, 2001, p. 3). Older adults consider long-term care when the ability to perform activities
of daily living (ADLs) and instrumental activities of daily living (IADLs) is challenged (McCall,
2001). Presently, many countries consider the United States the hub of “experimentation and
innovation” regarding long-term care (Sloane et al., 2014, p. 326). Among a variety of senior
living possibilities, the assisted living community is one option for qualifying seniors who need
assistance with ADLs, but can still live rather independently, and desire a more home-like, social
environment as opposed to a medical institutional type of residence. Assisted living is a
continuum that is included in long-term care. The other two continuums considered as long-term
care communities are nursing care and continuing care retirement communities (Sloane et al.,
2014).
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Employee retention is an area of concern for long-term care communities that take care of
older adults. The elderly population is growing, people are living longer, and the number of
people working in the field of senior living is dwindling (Brady, 2016; Hodgkin et al., 2016;
Øster et al., 2017)). The U.S. Bureau of Labor Statistics (2020, May) reported approximately
51% of certified nursing assistants (CNAs) work in long-term care communities; however, as
healthcare employment opportunities and demands increase, the number of employees in the
healthcare workforce continues to decline. A lack of employee retention can be disruptive to the
quality of care seniors receive in assisted living communities. Keeping employees engaged and
satisfied at work must be investigated regarding employee retention in senior living for seniors to
receive the consistent, quality care this aging population needs.
One way to uncover reasons an employee might stay or want to leave an organization can
be achieved through a stay interview. Richard Finnegan (2018) defined the stay interview as “a
structured discussion a leader conducts with each individual employee to learn the specific
actions she must take to strengthen that employee’s engagement and retention with the
organization” (pp. 4-5). Supervisors, managers, and leaders in the health care industry must try to
learn and understand how to best connect with employees to improve employee engagement and
employee retention.
The nursing staff of long-term care facilities will be more challenged with the entrance of
the Baby Boomer, as this generation is described, as a unique cohort of individuals with mixed
ideas and expectations (Kruschke, 2018). Whether the Baby Boomer is a resident moving in or a
family member of a loved one entering long-term care, the aging Baby Boomer generation is one
force that will shape and influence the growth of senior living and could affect employee
retention if employees lack the knowledge about this generation (Sloane et al., 2014). The key
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for employees who work in senior care is to understand the dynamics and individualism of this
unique generation and to provide the person-centered, quality care expected (Kruschke, 2018,
Sloane et al., 2014). Employees who understand the dynamics of the job are more effectively
prepared and assured in providing quality care and are more committed to work for the
organization (Kelly et al., 2020).
The building of future employees is another important trend in the expanding landscape
of senior living where innovation and motivation will be key to a rising diverse workforce
(Kruschke, 2018). Mokoka (2015) described four generations that coexist in the workforce,
stating that generational differences add another factor to consider in an already complex work
environment. Nursing staff must prepare for this diverse population (Kruschke, 2018). Kruschke
specifically advised leaders to focus on educational training for the nurses in charge, as it is the
nurses who can build trust among employees and influence person-centered care, as opposed to
routine medical care. A better understanding of generational differences should support nursing
staff as they interact with both coworkers and the residents who live in senior living
communities.
Two-Factor Motivational-Hygiene Theory
The theoretical framework for this study was based on the work of Frederick Herzberg
(1968), an American psychologist, who introduced the motivation-hygiene theory, or the twofactor theory. The motivational-hygiene theory explained factors that contribute to job
satisfaction, which are different from factors that contribute to job dissatisfaction. The
motivation factors describe an employee’s level of satisfaction, being considered intrinsic factors
which include achievement, recognition, job duties, responsibilities, and growth within the
organization. The hygiene factors are extrinsic to the job and include company policy and
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administration, supervisors, peer relationships, working conditions, salary, status, and work
environment. Extrinsic factors do not necessarily provide job satisfaction, yet could reduce
employee dissatisfaction (Yusoff et al., 2013). The results of Herzberg’s (1968) research revealed
that the motivation factors contributed to job satisfaction and the hygiene factors caused
dissatisfaction with the job. Herzberg believed the motivation factors affected an employee’s
attitude for a longer period, and that happy employees are motivated by stimulating work,
challenges, and responsibility. Herzberg stated, “the only way to motivate the employee is to give
him challenging work in which he can assume responsibility” (p.53).
Table 1
Herzberg’s Motivation-Hygiene Theory (Two-Factor Theory)
Motivation Factors (Intrinsic)

Hygiene Factors (Extrinsic)

Achievement
Recognition
Job duties
Responsibilities
Career and personal growth
Job meaningfulness

Company policy & administration
Supervisors
Co-worker relationships
Working conditions
Salary and benefits
Status
Work environment

Holmberg et al. (2018)
Various researchers have applied Herzberg’s (1968) theory to job satisfaction. For
example, Bassous (2015) conducted a two-phase explanatory mixed-methods study to explore
what intrinsic and extrinsic aspects motivated employees from three faith-based, nonprofit
organizations. The quantitative phase of the study assessed the extrinsic factors using a Likerttype scale survey and the Cronbach test. The quantitative sample consisted of (n = 300) workers
from each organization. The qualitative phase assessed the intrinsic factors that were associated
with motivation among the three faith-based, nonprofit organizations. The qualitative sample
consisted of (n = 30) workers who had high scores from the quantitative research and were
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interested in further interviewing. Bivariate analysis was used to evaluate the relationship
between the variables across the sample, and a one-way analysis of variance (ANOVA) was used
to evaluate differences across the covariates such as age group, gender, and years employed.
Bassous (2015) reported significant correlational associations between nonmonetary
incentives such as leadership type and organizational culture and employees’ motivation level. A
noteworthy result from the study showed employees who were employed with an organization
for over 10 years had a higher level of motivation. Another notable outcome of the study
emphasized the importance of job meaningfulness as an intrinsic motivator. The results of this
study offered ways for managers to identify and recognize what an employee valued in the
workplace.
Alrawahi et al. (2019) asserted that retention strategies should be able to evaluate
satisfaction by the quality of services employees provide. Efforts must be made to create a
positive work environment. The purpose of the mixed-methods study was to investigate factors
that influenced job satisfaction among medical lab professionals (MLP), as well as to explore
motivational factors based on Herzberg’s (1968) two-factor theory. Group discussions and
interviews among focus groups from three different hospitals in Oman were recorded and
transcribed. The participants included 101 MLPs who were free to express their opinion. Each
focus group session lasted about 60 to 90 minutes. The transcriptions from the interviews were
verified against observations and summary notes. Common factors were identified and divided
into eight themes: (a) health and safety, (b) recognition and appreciation, (c) heavy workload, (d)
training and development, (e) pay and promotion, (f) company policies, (g) relationships with
managers and leaders, and (h) relationships with coworkers. The factors uncovered from the
study were compared to Herzberg’s original theory. The results suggested the primary source of
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dissatisfaction was lack of health and safety, intense workloads, poor promotion systems, and
lack of appreciation and recognition. The researchers stressed the importance of managers paying
attention to the hygiene factors to avoid dissatisfaction, as well as paying attention to
motivational factors to understand how to improve employee satisfaction.
In another study, Yamin (2020) described the effects that motivational and environmental
factors have on employee retention as well as organizational performance. Organizations that
retain motivated employees have a competitive advantage on quality services and organizational
performance. Using quantitative research, Yamin planned an organizational model to study
employee retention and organizational performance using structural equation modeling technique
analysis. The use of the two-stage structural model technique analysis revealed that
organizational learning influenced employee retention. Additionally, a post hoc analysis was
performed which benefited managers because the results showed that intrinsic motivation, or
employees who are enthusiastic about what they do, was considered high when verifying
organizational performance. One limit to the study was that the focus was only on organizational,
environmental, and motivational factors, excluding other factors that might influence employee
retention. Overall, the study provided managers with insight on core concepts that can lead to
employee retention such as intrinsic motivation, transformational leadership, knowledge
management, organizational environment, and organizational learning.
Although some researchers believe intrinsic factors are key to job satisfaction, other
researchers discovered contradictory results. For example, Holmberg et al. (2018) conducted
semi-structured interviews with 25 nursing staff and discovered that incentives such as salary and
compensation, as well as interpersonal relationships, were important motivating factors. The
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qualitative, explorative study consisting of both registered nurses and nursing assistants explored
three main categories:
•

employee perception of work duties identified as important, meaningful, and demanding,

•

relationships with supervisors and coworkers, and

•

experience of the work role.

The results of the study contradicted Herzberg’s (1968) theory by illustrating extrinsic factors
were more motivational for the participants.
The findings of Holmberg et al.’s. (2018) study could not be generalized to other
employees of the mental health university hospital; however, a strong point of the study was
including the perceptions of the nursing assistants. The participants reported that interpersonal
relationships and monetary incentives were motivating factors of work satisfaction. Knowing
what motivates nursing personnel in the health care setting is vital information for workforce
planning and retention.
In another study, Yusoff et al.’s (2013) reported the importance of extrinsic factors on job
satisfaction and suggested combining both intrinsic and extrinsic factors to determine job
satisfaction and maximize job performance. Yusoff et al. evaluated existing research studies from
numerous countries and industries, such as retail and hotel, on intrinsic and extrinsic factors
supported by Herzberg’s (1968) theory and learned that pay, equality, work relationships, job
security, and the work environment all play a part in employee satisfaction and are just as
motivating as intrinsic factors. Yusoff et al. (2013) contended that if employers place attention on
extrinsic factors, extrinsic factors or hygiene factors will have a positive effect on job satisfaction
as opposed to only preventing dissatisfaction. Managers in assisted living communities who
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understand the difference between intrinsic and extrinsic factors may be able to recognize the
necessary direction to satisfy and retain employees. Yusoff et al. proposed the following model.

Intrinsic and Extrinsic

Employees’

Motivational Factors

preferences

Work Motivation

Figure 1: Intrinsic and Extrinsic Motivation Model of Work Performance (Yusoff et al., 2013)
In an older study, Armstrong (1971) believed the theory was oversimplified. The
assumption of oversimplification was based on the mixed results of job satisfaction among
engineers and assemblers where the content or the motivational factors were more important for
the engineers and the context, or the hygiene factors were more important for the assemblers.
Armstrong investigated specific attitudes of engineers and assemblers and learned that
motivational factors, such as achievement, were more valuable to the engineers; however,
hygiene factors such as job security were more valuable to the assemblers. Even though overall
work satisfaction was a result of motivation factors for the engineers and assemblers, the results
of the study showed job factor importance may vary depending on occupational level.
Regardless of which factors specifically contribute to job satisfaction, Herzberg (1968)
concluded that motivational factors have a longer effect on employee attitudes. Armstrong (1971)
reported employees who find work challenging and interesting are more likely to advance and be
recognized. Although understanding Herzberg’s theory makes one aware of what might motivate
an employee and what hygiene factors might contribute to a dissatisfied employee, it does not
establish that one group is better than the other.
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The Role of the Nursing Assistant in Senior Living
The role of the nursing professional is crucial to the quality of care in senior living. In the
United States alone, nursing care facilities, CCRCs, and assisted living facilities are among the
top three industries with the highest level of employment and concentration of CNAs (U.S.
Department of Labor, 2018). Residents living in assisted living communities depend on the direct
care staff to assist with activities of daily living (ADLs) such as bathing, dressing, toileting,
grooming, and administering medication, as well as instrumental activities of daily living
(IADLs) which include making beds, washing dishes, putting laundry away, communicating with
physicians, and coordinating appointments (Gion & Abitz, 2019). To become a certified nursing
assistant (CNA) in the United States, an individual must complete a required course, including
clinical work and a state exam (Gray et al., 2016). The number of overall nursing staff needed in
the senior living industry is expected to increase as the aging population continues to grow
(Brady, 2016).
As seniors become less interested in institutional care and more open to assisted living,
assisted living communities must be responsible for recruiting and retaining qualified nursing
assistants who are capable and competent to provide safe, quality care to multiple generations of
seniors (Kelly et al., 2020). Understanding the demographics of direct care workers, recognizing
the characteristics that are unique to certified nursing assistants (CNAs), and learning why CNAs
remain working in assisted living communities will help leaders to understand and address the
anticipated workforce shortage of nursing personnel among the various continuums of senior
care and will provide insight as to what kinds of changes are needed to retain employees. Kelly
et al. developed a profile of such direct care workers using data from 2014 American Community
Survey (ACS) and state regulations, including training requirements from state governing

39

agencies. Identifying the certain characteristics and requirements that make CNAs an exceptional
set of employees may give leaders insight to retention strategies.
Kelly et al. (2020) used two strategies to develop their CNA profile. Using the 1% Public
Use Microdata Sample (PLUMS) of the 2014 American Community Survey (ACS), the
researchers identified the sample of subjects from appropriate workers who provided direct care
services in long-term care (LTC). The second strategy included acquiring state training
requirements from each state for direct care staff who worked in assisted living communities
including residential care communities and personal care homes with the support of the National
Center for Assisted Living (NCAL). For easy review, a content analysis of each state’s
requirements was conducted. The mean age of the direct care worker (DCW) was 38.3 years. A
noteworthy demographic finding was that the sample consisted of a higher proportion of men
(16.2%) than other industries employing DCWs, although the DCWs were primarily women.
The finding provided possible insight into a growing presence of males working in assisted
living. Another striking finding was that more than half (54.4%) of DCWs had some college
education which may influence managers to consider more challenging training options, being of
more interest to the DCWs. One employment characteristic finding included personal income for
DCWs working in assisted living. The median total personal income for the sample was $18,152
which the researchers reported was lower than other DCWs who work in other industries such as
hospitals and nursing care homes. Additionally, approximately half (50.8%) of the DCWs
received health insurance from their employer.
An interesting discovery from the results of the training characteristics was that there
was no state mandated training regarding the role of the DCW and in managing self-care. The
absence of such training is alarming as DCWs may not receive the training necessary to grasp
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their important role and may be lacking an understanding of managing important self-care and
well-being necessary to carry out the somewhat challenging tasks of their job. Among various
mandated state training requirements topics included communication, cultural and linguistic
competence, personal care skills, infection control, safety and emergency, and cardiopulmonary
resuscitation (CPR). The purpose of the developed profile was to help managers and leaders in
the LTC industry to embrace the profile as a relevant step to learning how to approach retention
strategies. One suggestion for AL employers was to consider developing career opportunities,
better benefits, and higher wages that might correspond to greater challenging responsibilities,
such as mentoring or becoming team leaders, to retain employees.
Retention
Frank et al. (2015) described employee retention as the effort made by an employer to
keep suitable employees to maintain the goals and values of an organization. Shakeel and But
(2015) defined employee retention as a continuous planned effort that involves keeping skilled
and competent employees motivated and working within an organization. Shakeel and But
conducted a study by reviewing over 60 papers which identified numerous factors, monetary and
nonmonetary, that influenced employee retention. Six real-time interviews were organized to
further seek factors that were not identified in the literature to create a model to better understand
employee retention. Although the pay was very important to the employees, the nonmonetary
factors, described as work related and non-work related, were found to be more significant.
Work-related factors were divided between intrinsic and extrinsic. Extrinsic factors that were
noted were job content, training, work conditions, flexibility with the job, and career
development. Most significant from all types of jobs was the relationship the employee had with
the supervisor. Intrinsic factors that were important to employee retention included
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empowerment to make decisions, job satisfaction, and job embeddedness. One recommendation
for future research was that personality factors of employees should be considered when
exploring factors associated with employee retention.
Having a better understanding of why employees stay in an organization is helpful in the
planning and development of retention strategies. One concept to retain employees is to provide
ongoing feedback to employees. Based on interactive experience, Heller (2017) stated employees
need “on-going feedback, a solid direction aligned with company values, goal management from
higher-ups, and learning and development opportunities” (p. 126). Heller offered the ideas of
continuous performance management and making performance reviews a process instead of an
event, which can be a crucial practice in retaining employees. Heller cautioned readers to be
careful of the new era of employee perks such as free lunches and gym memberships. Heller
referred to the “flashy perks” as “talent attractors, not talent retainers” (p. 126). When offering
feedback, managers must (a) quit being vague, (b) assist employees with goal setting, (c) quit
setting unrealistic expectations, (d) perform consistent ongoing performance reviews, (e) follow
up with employees, and (f) offer career developments.
Retention and Senior Living
Senior living is intensifying as the population of older adults continues to grow and a
labor force shortage among direct care staff exists globally (Butler et al., 2014). Although there
are many employment opportunities in the senior living industry, employers struggle to attract
and retain compassionate and caring nursing staff. The retention of talented and qualified nursing
assistants presents a problem for assisted living communities as nursing assistants are the
primary providers of care in the assisted living continuum of care. The residents appear to be
lacking the care they need.
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Learning ways to attract and retain qualified nursing assistants must be a key focus for
leaders in the senior living industry. In a mixed-methods research study, Butler et al. (2014)
explained factors and experiences from direct care staff that contributed to staying with their
jobs. Eleven home care agencies that provided services to frail elderly in the state of Maine
participated in the study. Surveys were mailed to direct care staff otherwise known as personal
support specialists (PSS) that worked for one of the 11 agencies. The study took place over an
18- month period with 216 respondents. The initial respondents of the survey (n = 216) were
offered a $20 grocery gift card. The respondents who no longer worked with the agency after the
18-month period received a second survey in the mail and participated in a telephone interview
soon after resignation or termination of employment (n = 90). The employees who were still
working for the agency throughout the study period soon after received the second survey and
participated in a telephone interview. The participants who remained working for the agency and
participated in the second survey received another $20 grocery gift card. Factors were
investigated that predicted longer job tenure. The surveys examined the demographic
information of the participants and several standardized scales that measured health status and
job experience factors. The interviews were comprised of 18 open-ended questions. Participants
were asked four questions related to: (a) what led the participant to work as a direct care staff, (b)
what was most satisfying about being a PSS, (c) what the most draining aspect of the job was,
and (d) what would cause the participant to think about leaving. Quantitative analysis included
the statistical software program SPSS 1.0 and descriptive statistics was used to analyze the
demographic data. To examine the link between length of stay and variables of interest, bivariate
statistics including correlations and independent sample t-tests were used. Variables that were
significant to length of job tenured were retained for the multivariate analysis to create a
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parsimonious regression model. Ordinary lease squares were used to identify the factors that
predicted longer job tenure. The qualitative analysis included a systematic thematic analysis to
identify emerging themes between two groups of participants, one group of participants who
have worked for the agency for seven plus years referred to as long-term stayers (n = 30), and a
second group of participants who worked for the agency for less than 12 months referred to as
short-term leavers (n = 29). Chi-square analysis was applied to review the differences between
the two groups of participants on coded themes. Trustworthiness was ensured of all analyses with
observer triangulation and data triangulation. The results of the study showed that long-term
workers were less concerned about pay and inconsistent hours, and older workers were a
prediction of longer job tenure. However, both groups reported high levels of satisfaction and
increased wages was also a predictor of longer tenure.
One study suggested that retaining older female workers may somewhat lighten the
overall problem of retention in senior living (Hodgkin et al., 2016). From part of a larger study,
Hodgkin et al. described workforce shortages in rural, residential care for seniors in Australia.
Women approaching retirement who had remained the “backbone” of the senior living workforce
provided insight for retaining the younger workforce entering the field. Female nursing staff
aged 55 and older from a sample of 17 public healthcare facilities, including senior living
communities, participated in the study. Over 200 nursing staff completed a survey and 14 nursing
staff, consisting of nurses, and nursing assistants were interviewed with a focus on why
employees stay in the senior residential care industry, what might influence employees to leave,
including personal thoughts about how to retain the current workforce. The reasons the women
gave were both intrinsic (altruistic in nature of work and recognition, relational reward
associated with caregiving, development of knowledge and skill) and extrinsic (excessive
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workload and demands, unsupportive workplace relationships. lack of quality training, low
wages) in nature and the results of the research recommended both intrinsic and extrinsic factors
are important to employees. The older participants believed younger employees replacing them
may not share the same sense of work, as well as may not accept the pay scale or work
conditions. Additionally, the older participants shared concern for the increased job options for
younger workers. The participants also described how heightened workloads were affecting the
amount of time allowed to spend with a resident, demanding more training. The results of the
study suggested paying more attention to employee skill sets, recognition of workload and
demands, and necessary honorable work. Older workers who had been working in the senior
living industry for some time may have more experience, patience, and appreciation in taking
care of older adults. Hodgkin et al. suggested the recruitment of workers for senior living will
depend on both intrinsic and extrinsic factors related to job satisfaction.
Globally, assisted living and other senior living facilities are challenged with the retention
of nursing staff which affects the quality of care that residents receive and poses a financial
burden to the facilities (Gion & Abitz, 2019). Gion and Abitz reported failure to retain staff can
impact individual organizations, workers, and the economy with direct and indirect costs
including recruitment, hiring, training, employee morale, and customer satisfaction. For
managers and leaders to do the best they can to retain employees, leaders and managers must
concentrate on factors that are important to nursing assistants to improve employee satisfaction
and retention. Constructing an environment where nursing assistants are comfortable
communicating with supervisors and leaders was recommended, so the nurses felt like they
belonged. Additionally, engaging and involving nursing assistants in certain task forces may
create an environment where nursing assistants feel empowered and important to the
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organization. Factors that are important to staff can positively impact employee retention. Gion
and Abitz described a partnership with a nonprofit organization and a local technical college to
support career opportunities for nursing assistants. Staff from the 505- bed academic medical
center benefited from the partnership and specific education offered by the two institutions
allowing employees to receive learning opportunities and to feel empowered and recognized. A
task force was created including ten nursing assistants and a director who met twice a month to
review retention issues. Following a satisfaction survey, the task force introduced numerous
initiatives that lead to improved retention. The initiatives included a sunshine award and a
nursing excellence award to recognize outstanding employees, elimination of mandatory
overtime, increasing nursing assistant to patient ratios, the involvement of organizational groups,
and educational opportunities. One year later retention improved from 9.02% nursing assistant
vacancy rate to 0.00% following implementation of task force initiatives. The benefit of the
partnerships led to a 66% retention rate of students who were hired following education and
training. Finally, the leadership approval of the task force’s initiatives was vital to the success of
the programming and retention. Empowering the nursing assistants to introduce, execute, and
present the results of the project was key to the positive results of the program.
A variety of ways to retain employees are apparent in the literature. Fujji (2019)
summarized numerous strategies for retaining employees:
•

Managers must keep employees happy and engaged, looking for warning signs of
lack of engagement.

•

Sharing the organization’s mission statement, core values, and information about
what is going on in the organization is important as well.
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•

Reminding employees about the company’s brand, listening to what employees
want, and offering career opportunities are some of the actions an employer must
take to retain employees.

•

Retention programs should be customized based on the employee’s needs.

One simple example Fujii (2019) gave was to write a handwritten welcome note to all
new hires. The ideas presented support the concept of a stay interview because a stay interview is
an opportunity to find out what an employee likes and dislikes about the job, and room to resolve
issues before it is too late. One executive director from the Society for Human Resource
Management’s Hawaii Chapter stated, “There’s no cookie-cutter way for companies to retain
their employees” (p. 86). Innovative actions and strategies, such as the stay interview, are
necessary for managers in the senior living industry to motivate employees and are needed to
move forward for positive recruitment and retention of nursing personnel.
Number of Nursing Staff Wanting to Work with Older People is iminishing.
First impressions of senior living communities are not only important for the potential
residents moving in, but also for prospective employees. In previous years, the health care field
was the career of choice, but today, many more choices and opportunities exist which deter
individuals from choosing senior health care. Senior living communities need people interested
in taking care of older adults. The lack of interest among individuals toward the field of geriatrics
poses a problem due to the demand for qualified caretakers needed to care for the growing older
population (Øster, et al., 2017). Øster et al. explored the perceptions of undergraduate health care
students regarding taking care of older people and examined the student’s career dreams to learn
what motivates them. Students who were interested in working in the health care field were
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found to not be overly excited to work with older adults. The instructors were challenged to help
students understand how important care is needed for the elderly population.
To better understand what motivated students considering a health care career, 18 focus
groups consisting of 90 health care students were organized in a two-part, cross-sectional study
in Denmark (Øster, et al., 2017). The participants shared stories of their educational choice,
career dreams, and perceptions of older adults during the interviews. Based on the interviews,
only two students showed interest in working with the elderly. Additionally, the researchers
identified four reasons students were not motivated in working in geriatrics: (a) had no plans to
work with the elderly, (b) dreams of making a difference did not include the elderly, (c) wanted
jobs that offered variety and action which the students did not associate with working with the
elderly, and (d) were not impacted during the clinical experience when working with the elderly.
Ageism was also prevalent among the students who appeared to be more influenced by a
healthcare setting that focused more on “cure” than “care.” A noteworthy finding was that the
students found difficulty understanding a difference could be made in the life of an older adult.
Educators should be clear with instruction to help students understand the value and complexity
of care older adults need.
Employee Satisfaction
Employee satisfaction plays an important role in employee retention worldwide.
Holenberg et al. (2018) defined job satisfaction for nursing personnel as “nurses’ degree of
positive affective orientation towards their job” (p. 582). Employers must investigate the reasons
employees remain satisfied with an organization to better understand how to retain employees.
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Employee Perceptions of Job Satisfaction
From the perspectives of nursing assistants, Brady (2016) determined several factors that
contributed to job satisfaction including patient care, teamwork, supportive supervision, and
career advancement. The purpose of the qualitative study was to identify factors that contributed
to job satisfaction following an introduction of a career ladder advancement program and a
support services training program. The career ladder advancement program offered employees
material to advance in careers and the one-year training program offered employees
opportunities to learn more about effective communication, team development, behavior styles,
and learning styles. The researcher used a purposive sample of nine CNAs employed for at least
six months. The participants attended information sessions about the two programs and were
then interviewed face to face for about 30 to 45 minutes. Using constant comparative analysis,
several categories stood out. The CNAs explained how important patient care, working together
as a team, and a supportive supervisor was to being satisfied at work. The CNAs were impressed
and interested with the programs described and especially wanted to learn more about how to
interact with administrators and leaders. The CNAs mostly wanted a chance to be better, a voice
to help make decisions, to be recognized and valued, and to be compensated for their efforts and
improved skills. The research study reported nursing assistants often feel “overlooked,” “not
listened to,” and at the “bottom of the food chain” (p. 383). The study stressed the importance of
employers understanding what nursing staff perceived as job satisfaction and job dissatisfaction
to establish incentives to retain employees. In summary, nursing assistants desired a chance to be
better, have a voice, and receive recognition from the workplace.
Karlsson et al. (2019) researched nurses’ perspectives of work satisfaction and work
safety using a descriptive, qualitative study design. Karlsson et al. evaluated RNs’ perspectives
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on job satisfaction and discovered that employee appreciation, work environment, and career
development were most important. Data collected from 25 interviews with nurses from a hospital
setting in Sweden showed that nurses’ intention to stay with their employer was related to the
work environment which included teamwork, resources, communication, and staffing. RNs
reported higher satisfaction when able to provide person-centered care. The nurses appreciated a
sound work environment that was safe for residents. Sound work environment included trust and
security among coworkers, knowledge exchange, professional growth through supervision and
mentoring, communicating, listening, and feedback in real-time. The nurses from the study
experienced higher satisfaction when tasks of the job were structured, and tasks were not left
undone.
Loft and Jenson (2020) revealed numerous factors that experienced nurses described as
reasons to stay employed with an organization that contributed to overall satisfaction. A
qualitative, descriptive design was used in which 28 nurses from six different hospitals in various
regions of Denmark were interviewed. The goal of the study was to learn the important reasons
nurses stay and the factors that affect job satisfaction. Using open-ended interview questions 28
nurses were interviewed. The interviews were recorded and transcribed. The transcriptions were
analyzed using inductive content analysis and coded to identify common themes. Numerous
reasons were reported as motivating factors for nurses to stay such as being experienced as a
nurse, nurse specialty, management, coworker relationships, and changes in the company;
however, work-life balance and challenging roles were two of the most popular reported themes.
The study appeared to be trustworthy with an ample number of participants and rich details;
however, the researchers used Danish nurses only; therefore, the results may be limited to
Denmark.
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Factors that Impact Job Satisfaction
Relationships with supervisors and coworkers, as well as learning opportunities, enable
employees to reach optimal performance in their work role, and can also reduce some of the
stressors related to work (Sarti, 2016). Sarti referred to such job features as job resources and
studied this one specific concept, including the influential impact job resources had on employee
engagement. Sarti sampled 167 caregivers from nine long-term care facilities in Tuscany, Italy.
The caregivers consisted of nursing assistants, certified nursing assistants, and nurses, all of
whom completed questionnaires regarding decision authority, learning opportunity, supervisor
and coworker support, performance feedback, and financial rewards. The data obtained were
processed using a statistical package for social sciences (SPSS), a one-way analysis of variance
(ANOVA), and a multiple regression analysis followed by a hierarchical analysis to determine
which job resource significantly influences work engagement. The results of the study
demonstrated that learning opportunities and supervisor and coworker support significantly
affect employee engagement in the workforce. The distinctiveness of the study was that it took
place in long-term care communities, contributing to the current need for employee engagement
in senior living.
Another consideration to evaluate job satisfaction is to evaluate how nursing employees
find and maintain positive meanings in their jobs. Although the job of a CNA is important, the
job status of a nursing assistant remains low which may affect job satisfaction (Gray, et al.,
2016). Gray et al. conducted a qualitative cross-sectional research study with 24 certified nursing
assistants who worked in various long-term care communities in Arkansas. The study explored
the concept of meaning-making or finding purpose involving a person’s self-concept within the
job. Following interview transcript analysis, the researchers discovered the CNA’s expressed
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feelings and emotions, especially towards the supervisor, and felt unrecognized or unworthy for
their job skills, personal qualities, or critical roles as a nursing assistant. Four meaning-making
themes emerged, (1) “CNA work is good or special,” (2) “CNA has a relationship builder,” (3)
“CNA as an expert,” and (3) “CNA as a team member” (p. 247-248). Other meaning-making
concepts included teamwork, communication, respect, and validation. Providing direct care and
being able to help others are also popular themes related to positive meaning in work. To remedy
the CNA’s emotions, supervisors need to acknowledge the basic skills of the nursing assistants
and to offer educational opportunities for building expertise, having the CNAs be involved in the
development of the training curriculum. Employees who feel unrecognized and undervalued by
an employer, or disrespected by peers in the workplace, may lack the opportunity to find purpose
within the organization.
Employee Engagement
Employee engagement is another possibility of retaining employees. Employee
engagement refers to how staff feel about the many factors that go into the work experience
(Frank et al., 2004). Finnegan (2018) defined engagement as when “employees are fully
committed each day to give their all to help their organization succeed” (p. 6).
Investigating the link between employees’ attitudes and employees’ engagement among
various generations of workers is another focus of interest for researchers. A better understanding
of generational differences may help managers to create better strategies for retention. According
to Mokoka (2015), four generations make up the workforce including the silent generation, Baby
Boomers, generation X (Gen X), and generation Y (Gen Y or millennials). According to Pereira
et al. (2015), different generations display diverse views about various work-related issues. Gen
X employees seek extensive feedback and react negatively to being micromanaged, while Gen Y
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employees desire to stay or quit based on relationships with coworkers and managers,
appreciating a feeling of belonging. Following a structured analysis, Pereira et al. learned that
staff felt the need to stay because of the relationship with the resident and next of kin, as well as
with co-workers. Managers should be aware of how to develop opportunities that promote
empowerment, as well as create nurturing relationships between staff and residents.
Huber and Schubert (2018) investigated the concept of work engagement among different
generations of healthcare workers. The researchers supported a sociological definition of
generation as “an age cohort that has undergone comparable epochal socialization” (p. 1342),
and researched Baby Boomers, Generation X, and Generation Y. A notion of work engagement
centered around a person’s cognitive, emotional, and behavioral work performance was also
supported. Cross-sectional, descriptive research was conducted using a sample of nurse directors
(n = 312), ward administrators (n = 259), and nursing staff (n = 421). Interviews and a
standardized, multidimensional, personality survey instrument (AVEM-44) were the methods
used for the study. The data were reviewed using the IBM Statistics SPSS Version 23.0 program,
the Kolmogorov-Smirnov test, the Shapiro-Wilk test, the Kruskal-Wallis test, and the GamesHowell test. The results of the numerous tests showed generation-specific differences. Nurses
and executives considered Generation Y were less willing to give of themselves and considered
work less important than Generation X and the Baby Boomers. However, the act of professional
determination was more important to Generational Y than Generation X or the Baby Boomers.
One conclusion to the results of the study is that transitional leadership, a leadership style that
focuses on the values, attitudes, and motives of an employee, may play a role in knowing the
difference among the generations and attitudes toward work. Researchers have studied various
perceptions and questioned why employees leave organizations, wondering what encourages
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employees to stay. In the end, certified nursing assistants (CNAs) want a culture of respect,
recognition, and acknowledgment as a team member, and a chance to be better; therefore,
organizations need to build a “culture of belonging at work” (Brady, 2016; Brown, 2018, p. 5).
Another concept relevant to employee engagement is empowerment. Berridge et al.
(2018) explored employee empowerment and CNA retention, learning staffing empowerment
practices do improve employee satisfaction, employee retention, and employee stability. The
cross-sectional study included survey data used from a larger culture change study. Survey
responses from nursing home administrators (n = 2034) were analyzed utilizing a regression
model analysis, to determine the relationship between staff empowerment and CNA retention. A
proposition was made that a cultural change initiative such as empowerment practices would
enhance CNA work satisfaction which would further lead to improvement in CNA retention. The
applied multivariate ordered logistic regression model showed staff empowerment had a 64%
greater likelihood of improved retention of CNAs (odds ratio [OR] = 1.64;95% confidence
interval [CI] = [1.34,2.00], p < 00.1). The characteristics describing staff empowerment included
a) staff covering shifts, (b) cross-training, (c) staff feeling included when making decisions, (d)
staff being included in and recognized for extra training, and (e) having choice in resident care.
One limitation of the study was that it was a cross-sectional study; therefore, changes over time
could not be assessed. A longitudinal study approach was suggested to determine if staff
empowerment practices lead to longer CNA retention. Another limitation of the study was that
NHAs may be subject to social desirability bias. The researchers believed an exploration of CNA
perspectives could be beneficial. One notable finding was that nursing homes with a non-profit
status appeared to have a higher retention score which presents an opportunity for further
research.
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Environment
A positive work environment is one in which employees can work in harmony, provide a
quality level of care, and be happy with the workplace (Mokoka, 2015). A welcoming work
environment and opportunities for educational and professional development may be a way to
entice nursing staff to stay. A healthy work environment includes empowerment, break areas,
wellness opportunities, training opportunities, and positive relationships (Arakelian, 2019).
Arakelian et al. studied nurse anesthetists and nurses who worked in the operating room from
four different hospitals in Sweden. The qualitative study was conducted by phone and face-toface interviews. The data collected were analyzed with Malterud’s systemic text condensation
and thematic analysis. Three themes were identified as reasons to stay at the workplace for more
than 5 years: (a) organizational stability (valued equally, getting along with co-workers, and
homelike), (b) continued development, and (c) a humane head nurse. Nursing employees feel
stable in a work environment that is homelike and comfortable. A comfortable environment
includes a team that respects and knows each other well and a supervisor who is present and
supportive in the daily operations. The idea of caritative leadership, a leadership style where
leaders value the uniqueness of each employee, was recommended. The head nurses
demonstrated this type of leadership by offering flexibility within the working conditions of the
hospital, caring for the employees as whole human beings, and appreciating the competent care
the employees were giving.
Job Embeddedness
One prediction of employee retention is job embeddedness (Mitchel et al., 2001; Hopson
et al., 2018). Mitchell et al. (2001) introduced job embeddedness as the:
•

“link” or connections an employee has with people,
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•

“fit” or how comfortable an employee is within the work environment and,

•

“sacrifice” which describes what an employee might have to give up if the employee
decided to leave the job (p. 1104-1105).
Radford et al. (2015) summarized job embeddedness as how connected an employee feels

toward the employer. Radford et al. surveyed 206 caretakers to examine factors influencing the
caretakers’ intention to stay within long-term aged care (LTAC) and community aged care (CAC)
communities in Australia using a cross-sectional survey design. Three research questions were
explored:
1. What reasons do the caretakers stay or leave?
2. Are the reasons caretakers stay different for older workers?
3. Do caretakers stay longer in LTAC or CAC?
The following measurement tools were used to measure the answers from the survey: direct
demographic, work area, and yes-and-no questions; 6-point scale; 5-point Likert scale; and a
version of the Shortened Perceived Organizational Support Scale. The principal axis factor
analysis was used for the data analysis. The study revealed that area of employment, supervisor
relationship, and job embeddedness (JE) were significant predictors to stay in or leave a
community. The study also uncovered that age was not a predicting factor. Finally, retention was
higher in CAC communities. Although the findings from the study provided insightful
contributions to support the delivery of quality care, one limitation of the study suggested that
generalizations should be made with caution. Another factor that warrants further exploration
would be why do caretakers prefer to remain in community aged care than long-term care
communities. The findings supported the need for supervisory support, the need of maintaining
strong links, and the need of fitting in with the communities to create strong JE.
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Hopson et al. (2018) further emphasized the three attributes of JE (fit, link, and sacrifice)
may have implications on nursing retention. Hopson, et al. carried out an exploratory, mixed

methods study to address the nursing shortage and retention problem and to increase evidence of
JE in the nursing population. The researcher’s focus was on JE and the reasons an employee
stayed with a job, considering both the organization and the community. The sample consisted of
191 full-time registered nurses who provided direct care to patients at a community teaching
acute care facility. Analysis from qualitative data of a focus group and online questionnaires
uncovered five themes: (a) the professional nurse, (b) building lasting relationships, (c) power of
family and community, (d) personal resiliency, and (e) desire for improved conditions. The
discovery of such themes could lead to the development of innovative retention processes to
successfully keep employees.
Compassion Fatigue
Compassion fatigue is a concept managers and leaders should be aware of as it may be
another factor that affects employee retention. Caretakers must learn how to practice self-care to
be able to take care of others. Dreher et al. (2019) studied the effects of compassion fatigue
awareness and self-care skill strategies on CNA retention. A mixed methods approach using
descriptive statistical analysis was used to gather data from 45 CNAs following the
implementation of a 90-minute educational program that introduced compassion fatigue
awareness. The title of the program was What is in Your Self-Care Skills Toolbox and introduced
14 self-care skills including physical activity, sleep hygiene, health promotion reminders, stress
awareness, and stress management. The program was evaluated using a demographic survey, the
Professional Quality of Life (ProQOL) scale, and a postintervention experience survey. The
ProQOL gathered data from three dependent participant variables: compassion satisfaction (CS),
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burnout (BO), and secondary traumatic stress (STS). Multivariate analysis of variance
(MANOVA) was used to establish the participants preintervention an postintervention (1 month
and 3 month) scores. Analysis of variance (ANOVA) and Kruskal-Wallis testing were used to
measure outcome differences.
The responses to the survey indicated that compassion fatigue awareness can be
beneficial to CNAs. Based on the participants’ answers, the following self-care skills were
ranked most helpful to the self-care topic:
•

compassion fatigue awareness (37%),

•

journaling (23%),

•

meditation (17.1%), and,

•

work-life balance (17.1%

Increased retention rates among the CNAs during the three-month follow up as well as a
decrease in the number of outside agencies being used was reported. When compared to the same
months in the previous year, retention rates were higher during the four-month postintervention
period. Because of the physical and mental stress CNAs experience while taking care of elderly
patients, the study demonstrated that a low-cost intervention such as compassion fatigue
awareness can improve a CNA’s well-being, therefore improving retention among a muchneeded group of employees. Although the sample size was small, the holistic intervention is an
encouraging strategy that employers can implement to maintain and retain a vital long-term care
workforce (Dreher et al., 2019).
Motivation
Motivation affects human behavior and performance, playing an important role among
employees regarding work tasks and overall organizational performance (Yusoff et al., 2013).
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Motivated and energetic employees tend to be focused on quality work; therefore, managers
should learn what motivates employees for retention efforts, recruitment of new employees, and
quality of care for seniors. Eldh et al. (2015) suggested by exploring what employees value when
caring for seniors, managers and leaders may learn what drives and motivates employees to care
for seniors daily. Eldh et al. collected data from 18 senior living communities across Ireland,
Sweden, and the Netherlands to learn what inspired and motivated nursing staff, including
managers and other allied health professionals, to care for the elderly. The participants were
interviewed and asked about experiences and personal values concerning their work role.
Following an inductive content analysis to convert all reports to English, a structured analysis
was done to categorize the responses into coded themes. The relationships formed in caring for
the elderly were a key focus for what employees value from working in senior living
communities. The bond created between the employee, the resident, and the resident’s family
gave the employee a sense of fulfillment and gratitude. The employees reported feeling respected
and loved. Employees also reported that work being different every day was also motivational,
and the employees felt higher self-esteem being able to help and make a difference in the life of a
resident. The findings from this study can enlighten managers and leaders on ways to attract
nursing staff to the senior living industry. The demonstration of compassion in the nurse-resident
relationship should be a focus in the retention of nursing staff.
Paris et al. (2018) studied both employee and resident satisfaction in the senior housing
industry comparing factors that motivated employees, such as play, purpose, and potential, to
factors that demotivated employees, such as emotional pressure, economic pressure, and inertia.
Play happens when an employee is engaged and enjoying what he or she is doing. Purpose
means engaging in an activity of which the employee knows the importance and value. Potential
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describes an activity that will allow the employee to reach a personal goal. Emotional pressure
occurs when an employee is engaged because of feelings of guilt or shame. Economic pressure
refers to when an employee is engaged to receive an award, and inertia is the unwillingness to be
productive. Understanding why people work may validate how well an employee works.
Twenty-nine Watermark Retirement Communities conducted four years of satisfaction surveys
among staff, residents, and families from independent retirement communities using 4-point and
5-point improvement scales, and researchers found a positive correlation between employee
motivation and staff and resident satisfaction. The results of this study indicated highly
motivated employees were more likely to recommend their community as a positive place to
work, and the results also suggested that motivated employees improved resident satisfaction.
Therefore, managers must determine what motivates employees with the goal of resident
satisfaction as a focus for a successful senior living community.
Ahlstedt et al. (2019) learned what motivational factors kept RNs remaining with the
emergency department at a university hospital in Sweden. Over a 4-month period, an
ethnographic, qualitative, explorative study was conducted using observation of workday events
and interviews as the method of data collection using a thematic analysis approach to assess the
results. The data included 479 work events, 58 informal interviews, and nine additional
individual interviews. All nine interviewees were initially asked how their workday was. The aim
of the study was to explore nurses’ work-related daily events regarding inner life theory to
recognize what influences nurses to remain at work. Inner life theory is intended to explain ways
to solve complex work problems. Three main elements contributed to the nurses’ motivation to
work: (a) nourishment or support from colleagues, especially when the nurse assistants handled
the non-patient tasks so the nurses could do their jobs; (b) progress to solve problems; and (c) a
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catalyst, or the encouragement to work independently and autonomously with other nurses. The
nurses reported feeling satisfied when performing and managing various job tasks. The nurses
reported that management feedback was not necessary to feel satisfied. The confidence felt just
by completing tasks was enough to feel satisfied. Additionally, the nurses reported feeling
satisfied with the pleasant atmosphere and the respect received from the physicians. One
limitation of the study was that it focused on the emergency department of a hospital in Sweden;
therefore, the results may not be the same for other healthcare environments in other countries.
However, the study suggested strategies in self-confidence and knowledge building as an area for
managers to focus on. Specifically, the researchers pointed out the importance of an attractive
environment and how nourishment, progress, and autonomy can influence a positive work
environment.
Stay Interviews
Nurse managers and leaders need to learn how to motivate and engage staff. Stay
interviews are one tool managers can use to engage staff. Stay interviews are interviews
managers or leaders can conduct to learn why employees stay. Richard Finnegan (2018), an
expert in the field of employee engagement and retention, is highly recognized for the concept of
a stay interview. Finnegan described a stay interview as a structured conversation where a
manager could ask an employee interview questions to learn what motivates and keeps an
employee with an organization, identifying actions needed to strengthen an employee’s
engagement and commitment to an organization. The five interview questions that Finnegan used
are
1. “What do you look forward to each day when you commute to work?”
2. “What are you learning here, and what do you want to learn?”
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3. Why do you stay here?”
4. “When is the last time you thought about leaving us, and what prompted it?”
5. “What can I do to make your job better for you?” (p. 37)
Additionally, Finnegan (2010) reported the relationship an employee has with a
supervisor is “powerful and unique” (p. 25) and is key to employee retention. One-on-one visits
between employees and the supervisor during which the employee has the undivided attention of
the supervisor are a perfect opportunity to create a positive connection. Stay interviews allow
employers the opportunity to gather information from the direct care employees so that the
immediate supervisors or managers can learn what employees want firsthand.
In somewhat of a formal setting, the stay interview is a casual, purposeful dialogue
between a manager and employee that allows for the supervisor to gain insightful information
while positively engaging with an employee at no cost (Maddalena, 2015). Maddalena suggested
seven steps to follow to implement stay interviews within the organization: (a) managers and
leaders must commit to the process; b) learn from the best employees first; c) stay interviews
should be ongoing (twice a year); d) during the interview, the manager should maintain a certain
tone and listen carefully; e) elaborate on employee responses with open-ended questions; f) use
constructive action; and g) frequently meet to maintain an open dialogue in-between interviews.
Vignesh and Babu (2014) suggested asking employees directly what works best for
employees regarding the job. Stay interviews revealed what employees might prefer. Vignesh
and Babu compared a stay interview of a wellness visit where a doctor may find out what is
working for the patient at the same time of taking notes of the “aches and pains” and “slips and
gaps” that need repair (p. 122). One hundred software engineer employees from a selection of
information technology (IT) companies in India completed a structured questionnaire consisting
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of open and close-ended questions. The questionnaire included demographic information,
reasons an employee stayed with an organization, and expectations following the interview.
Cronbach’s alpha values for reliability analysis and factor analysis were the tools used to analyze
the data. The researchers learned that job security, pay scale, job opportunities, and personal
reasons were strong factors for staying with the organization. From the results of the study, the
researchers suggested embracing a culture that improves attitudes about work, that provides
support to management to be fair and competent, that provides performance feedback, and that
offers career opportunities. Managers should also pay attention to the trivial wants of employees
if it means making their lives better. Oftentimes, trivial requests can make an employee’s life
better and might enhance the motivation to stay.
Simply asking the question of why an employee stays with an organization is a retention
strategy (Kaye & Jorgan-Evans, 2011). Surprised that employers were not asking such a
straightforward question, Kaye and Jorgan- Evans investigated the reasons why managers or
leaders did not ask employees the reasons for staying with an organization. The researchers
reported that managers feared employees might consider leaving after putting the thought in an
employee’s mind. Managers also feared not meeting the employee’s request or expectations.
Lastly, the managers said they did not have the time for such conversations. Data were collected
by asking 17,000 employees why they stayed with their organization; the top ten reasons for
staying were
1. Work is exciting and challenging.
2. The organization provided career growth and development.
3. The employees appreciated working with great people.
4. The organization offered fair pay.
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5. The supervisor was supportive.
6. The employees reported feeling valued, respected, and recognized.
7. The organization offered benefits.
8. The work was meaningful, and the employee was happy to make a difference.
9. The employee reported feeling proud to work with such an organization that was mission
driven.
10. The organization provided a comfortable environment and culture.
Asking the questions is powerful for employee retention, employee satisfaction, employee value,
employee appreciation, and employment opportunities for growth and development. The study
concluded by describing employee retention as a process as opposed to an event.
The basic question that managers must aim to have answered is centered on why people
stay with their employer. In a cross-sectional study, 138 professional workers from a
multinational marketing organization participated in a 19-item questionnaire (George, 2015).
George discovered two different levels of factors existed. From characteristics identified in a
literature review, the researcher developed a retention scale that consisted of 19 items. The
questionnaire was delivered electronically to the participants. The 19 retention items were further
divided into two levels: organizational and job. Using Cronbach’s α analysis, the questionnaire
was determined to be a reliable retention scale with the α coefficient found to be 0.80. The data
were evaluated using descriptive statistics. Scores from the organizational level resulted in a
mean score of 3.11 (SD = 057, n = 138). The scores from the job level resulted in a mean score
of 2.89 (SD = 0.60, n = 138). To identify strong patterns from the data, the factors were analyzed
with principal component analysis (PCA) and Cattrell’s scree test to determine two component
solutions: the organizational subscale (Cronbach α value = 0.7) and the job subscale (Cronbach α
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value = 0.64) which suggested internal consistency. Using a one-way analysis of variance, the

researchers examined the role of each subscale regarding retention. Management, conducive
environment, social support, and development opportunities were significantly correlated with
the organizational subscale. Autonomy, compensation, workload, and work-life balance were
significantly correlated with the job subscale. The direct logistic regression analysis revealed the
full models, including all predictors, was statistically significant x2(4,110) = 18.89, p = 0.001.
The findings from the study showed that the retention scale model could distinguish between the
participants who were looking for another job and the participants who were not. According to
the results of the analysis, participants with the intent to remain with the organization scored
higher on the organizational subscale. Retaining talented and competent employees is a
competitive advantage for organizations. Although the study was limited to professional workers,
and the sample size was relatively small, the study encourages exploring relationships between
employee retention and organizational engagement.
Summary
The review of literature examined Herzberg’s (1968) two factor theory and factors
associated with retaining nursing staff in senior living. In addition to common themes among
extrinsic and intrinsic factors, an analysis of the literature also included themes such as job
embeddedness and meaningful jobs. Providing quality care to the senior adult population is of
absolute importance to the senior living industry; however, the industry is struggling to retain
qualified nursing staff. Due to employees’ lack of interest in entering the senior living industry,
creating a workplace that is inviting and of interest to employees working in senior living may
attract employees. Residents living in assisted living communities expect employees that will
provide quality care. With the increased numbers of older adults considering residential options,
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the senior living industry must find a way to retain nursing staff. With many options available to
nurses and nursing assistants, assisted livings and nursing homes are struggling to provide
adequate staff. Attracting and retaining compassionate and caring employees should be a priority
for managers currently working in the industry (Holtom, et al., 2008).
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III. METHODOLOGY

The purpose of this qualitative study was to explore the reasons resident care attendants
(RCAs) remain with an organization using stay interviews to retain qualified, compassionate
employees for assisted living communities. Assisted living is a community that provides senior
residents a variety of services such as meals, housekeeping and laundry, medication assistance,
and assistance with activities of daily living (ADL) (Kruschke, 2018).
Description of Research Design
An exploratory, qualitative design using a case study research approach was used to learn
what motivates resident care attendants (RCAs) to stay employed in assisted living communities
of senior living. A case study is a research approach that is used to explore real-life
circumstances through detailed employee interviews (Creswell, 2013). Qualitative data were
collected from interviewing certified nursing assistants who work in assisted living using
Richard Finnegan’s (2018) five interview questions. All interviews were recorded, transcribed,
and annotated to sort out any common themes among the participants. According to Creswell
(2013), organizing the data into different classifications assists the researcher in identifying
common categories or themes of information. Creswell suggested identifying five to seven
themes for analysis. Results of the study are intended to strengthen employee engagement and
retention.
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An initial letter of introduction about the research study was sent out to the administrator
of Adult Residential Care Providers (ARCPs) to recruit for the study (Appendix B). The
Louisiana Department of Health (n.d.) refers to assisted living communities as ARCPs. Five
administrators accepted the invitation to recruit employees to participate. Nine resident care
attendants consented to participate in the study. The goal of the study was to gather employees
from assisted living communities in the state of Louisiana and conduct individual stay interviews
with each employee.
Participants
The participants accepted for the study were nursing assistants who work in assisted
living communities in the state of Louisiana. The list of assisted living communities was
obtained from the Louisiana Department of Health (LDH) Adult Resident Care Provider (ARCP)
list registered under licensed ARCPs on LDH’s website. All communities were invited to
participate. Five communities committed and obtained the consent of nine nursing assistants for
interviews with the researcher.
The sample population consisted of nine female direct care staff who worked in five
various assisted living communities in the state of Louisiana. The Louisiana Department of
Health standards define direct care staff as “unlicensed staff who provide personal care or other
services and support to persons with disabilities, or the elderly, to enhance their well-being, and
who are involved in face-to-face direct contact with the participant.” (Louisiana Department of
Health, 2018, Definitions and Abbreviations section, p. 440, para 6). The only criterion for
selecting participants was working as a direct care staff in an assisted living community. The
state of Louisiana does not require direct care staff to be certified to work in assisted ARCPs.
The direct care staff who signed the consent were contacted via phone call or text message to
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schedule the Zoom interview appointment. Table 2 is a visual tool to describe the demographic
information of the interview participants.
Table 2
Demographic Information of Participants
Participant

Certified

Age

RCA*

Community**

P1

No

18-24

1 year

4 months

P2

No

25-35

13 years

13 years

P3

Yes

59

16 years

3 years

P4

Yes

40

20 years

7 months

P5

No

55-64

7 years

7 years

P6

Yes

54

32 years

10 years

P7

Yes

55-64

30 years

8 months

60

10 years

1 year

49

22 years

2 years

P8
P9

No

Note: RCA* refers to number of years working as an RCA. Community** refers to number of
years working at the specific community at the time of the interview.
Role of Researcher
One aim of qualitative research is to collect data in a natural setting, respectful of the
participants who are offering the data, to establish categories or themes of information that can
be applied in various situations (Creswell, 2013). To consider retention strategies among resident
care attendants who work in assisted living communities, the researcher interviewed numerous
resident care attendants to learn why the attendants do what they do and to discover why the
attendants work where they work. The interviews were organized utilizing Richard Finnegan’s
(2018) five interview questions. The purpose of using interview questions designed by Finnegan
was deliberate to examine what specifically motivated resident care attendants to work with the
senior population.
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The researcher for this study had worked in senior care as a director for over 20 years. A
primary responsibility of the director is managing nursing assistants. The researcher had
experience with hiring, terminating, and retaining employees. The role of the researcher for this
case study was to investigate reasons nursing assistants remain with an assisted living
community to develop retention strategies that may provide insight to the senior living industry
to retain caring employees.
Measures for Ethical Protection
Southeastern University’s (SEU) Institutional Review Board (IRB) for the protection of
human subjects approved the research project for the participants used in the study. All
participants volunteered to participate in the study and signed a written consent form (Appendix
C) prior to the interview. All data were transcribed and validated. Data will be permanently
deleted three years after completion of the study.
Research Question
What are the factors that lead to the retention of certified resident care attendants (RCAs)
in assisted living communities?
Data Collection
Instrument Used in Data Collection
Data were collected through stay interviews of nine participants who are currently
employed as resident care attendants in assisted living communities. The instrument used to
collect the data was Richard Finnegan’s (2018) Five Stay Interview Questions (Appendix A).
The method of an interview facilitated the discovery of the perceptions of the participants
(Joyner et al.). Finnegan believed that five basic questions, complemented with probing
questions, were needed to develop potential retention strategies. Creswell (2013) recommended
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“probing to obtain detailed meanings” (p. 243). According to Finnegan (2018), the probing
questions showed the interviewee that the interviewer cared. Following written consent, each
participant was interviewed using the five stay interview questions. Each participant was
interviewed through scheduled Zoom meetings. The interviews were reviewed, transcribed, and
validated. All interviews were approved by the participants.
Validity of Stay Interview
Stay interviews have been an accepted strategy of retention among a wide variety of
industries and environments (Finnegan, 2018). Finnegan discussed five accurate circumstances
in which stay interviews improved employee retention, including a retirement community, a
hospital, an advanced technology service company, a non-profit board, and a call center
outsourcing company. According to Kaye and Evans (2011), through a sample of stay interview
results, the best way to find out what truly matters during the workday is to simply ask.
Reliability of Stay Interview
Determining the reliability of the stay interviews was a process. For this research study,
all participants gave consent by signing the informed consent (see Appendix C). The same five
basic questions were used for each interview with various probing questions based on the
participants’ answers. Otter app as well as a voice recorder facilitated the process of data
collection. Each interview transcript was validated by the corresponding participant.
Procedures
From a list of assisted living providers from the Louisiana Department of Health website,
assisted living administrators in the state of Louisiana were invited to participate in the research
study. Once an administrator accepted the invitation, a consent form was sent by email to each
participant who volunteered to contribute to the study. Once the consent form was signed, the
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researcher scheduled a stay interview through a Zoom meeting. Nine participants were
interviewed. Following transcription and validation of each interview, data analysis began.
Methods to Address Assumptions of Generalizability
Generalizability is less often assumed in qualitative research; however, some qualitative
researchers address generalizability to present an awareness of information that can be used as a
resource to put into practice in various ways (Polit & Beck, 2010). Polit and Beck defined
generalization as “an act of reasoning that involves drawing broad conclusions from particular
instances—that is, making an inference about the unobserved based on the observed” (p. 1451).
Because employee retention is a common concern among employers, real-life authentic
information obtained from the experiences of RCAs can be applied to a broader spectrum of
business operations. The questions used from Finnegan’s (2018) stay interviews can be used with
any employee to learn why employees stay with a company. The senior living industry
specifically, as noted in the literature, is challenged with retaining compassionate RCAs. The
themes developed from the study represent relevant topics to investigate, and the specific
comments made by the participants also capture unique ideas that may provide insight for
managers to contemplate. With such insightful and logical findings, supported by Herzberg’s
(1968) theory, the information presented from the study warrants some degree of generalizability.
Data Analysis
Research Question 1
What are the factors that lead to the retention of certified resident care attendants (RCAs)
in assisted living communities?
To understand why nursing assistants remain working in senior living communities,
ARCPs in Louisiana were invited to participate and recruit resident care attendants to participate
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in the study. The aim of the study was to explore factors that lead to retention of resident care
attendants. Following the process outlined by Creswell (2013), data were collected from stay
interviews of nine participants. Each participant was interviewed for approximately 25-40
minutes through Zoom utilizing Richard Finnegan’s (2018) five stay interview questions. After
each participant reviewed and approved the interview transcripts, the data was read, reread,
coded, and collapsed into four themes.
Summary
The purpose of this exploratory, qualitative case study was to investigate information
gathered from stay interviews of nine nursing assistants who work in senior care. Creswell
(2013) suggested that a case study examine real-life circumstances, including a detailed
description of the case and setting, to collect specific information with the goal of identifying
common themes. Nine participants were interviewed using Richard Finnegan’s (2018) five stay
interview questions. Following SEU’s IRB protocol, the interview questions were an accepted
strategy, and all nine participants gave consent to participate in the study. Chapter 3 revealed the
methods used to carry out the study. Once the data were reviewed for the study, the information
was organized and presented to identify four common themes that could be considered when
developing retention strategies. The four themes present a focus for managers to contemplate in
order to better understand the complexity of employee retention. Chapter 4 describes each theme
with supporting data from the interviews.
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IV. RESULTS

The purpose of this qualitative study was to explore the reasons resident care attendants
(RCAs) remain with an organization using stay interviews to retain qualified, compassionate
employees for assisted living communities. Assisted living is a community that provides senior
residents a variety of services such as meals, housekeeping and laundry, medication assistance,
and assistance with activities of daily living (ADLs; Kruschke, 2018).
Leaders in the senior living industry who seek retention strategies to retain resident care
attendants in assisted living (AL) communities can implement stay interviews, assisting other
communities by setting such an example. Enthusiastic employees may be one key factor to
attracting and retaining employees in senior living. This qualitative case study involved the
opportunity to interview nursing assistants to understand what makes them satisfied where they
are. According to Creswell (2013), case study research examines “issue-relevant” meanings (p.
199). The participants described their overall experiences of the AL communities they worked in.
The participants also described the reason they remained at the AL communities they worked in.
The qualitative data analysis and findings from stay interviews of RCAs identified four themes
that leaders can learn and apply to their own population of employees. The demographics and
findings are highlighted in this chapter.
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Methods of Data Collection
Data for this study was collected from interviewing RCAs who worked in AL
communities in the state of Louisiana. A list of AL communities was obtained from the Louisiana
government website, and all communities were invited to participate. A total of five communities
responded, and nine RCAs from the five communities volunteered to participate. All nine RCAs
were female ranging from age 18-65. Among the nine participants, four RCAs were certified
nursing assistants. The regulatory requirement for assisted living communities in Louisiana does
not require for RCAs to be certified. Five interview questions, using Richard Finnegan’s (2018)
stay interview process, were used to collect information regarding the RCAs experiences
working in senior living. Based on responses, additional probing questions helped to clarify the
participant’s initial answer and opinion. All participants contributed to the stay interview through
a Zoom video that lasted approximately 20-40 minutes.
Findings by Research Question
The results of this case study showed that the employees cared about their jobs and their
residents.
The four identified themes included:
•

Participants enjoy working with seniors.

•

Participants admire leaders and coworkers.

•

Participants must prioritize self-care.

•

Participants must provide opportunities for professional development.
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Research Question 1
What are the factors that lead to the retention of certified resident care attendants (RCAs)
in assisted living communities?
Themes
Theme 1: Participants enjoy working with seniors.
The participants were enthusiastic in their tone when they described working with the
elderly during the stay interviews for this study, and they were interested in their roles as RCAs.
The participants appeared excited when defining their responsibilities for the residents. Some of
their descriptions evolved around the care they provided, the times spent listening to the
resident’s stories, and the interactions during activities, both recreational and normal ADLs. P4
stated, “I love being a CNA; I would not change it for the world.” Several of the participants
commented how they considered the residents like family and how much they valued their
relationships. P9 said, “I look forward being around residents and coworkers, and I enjoy the job
and everything about it." P6 described a great day as “being helpful and more involved with the
residents” and was excited to keep the residents “focused, moving, and going.” One participant
remarked she likes to go to her community even on her day off. The body language of most
participants during the interviews showed a sense of kindness. P6 stated, “Because I know I am
helping people, it makes me feel good; it is rewarding.”
Several participants mentioned how thankful they were to work with seniors. P3 stated, “I
would like to stay until I retire.” P1 added, “I plan on making this my full-time career and even
expanding to private caregiving on my days off.” Additionally, the participants showed
appreciation towards the residents. P1 stated, “The residents teach me every day.” P2 stated,
“The residents challenge me every day.” Consistent staffing was also brought up among several
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participants when discussing how thankful they were. P3 reported working with the same
residents every day; however, P2 and P5 reported how much they enjoyed working with different
residents every day. P5 expressed how each resident is different and how important it is to learn
about each resident. P5 stated, “I love it like that,” describing how it can be difficult to
consistently work with residents who are “hard to deal with.”
The participants who voiced how much they enjoyed working with the elderly also stated
that the feedback they received from the residents made them proud to work with the residents.
P3 commented how much she enjoyed spending time with the residents, and specifically talked
about the conversations she had with the residents about aging. She told a 102-year-old resident
she wanted to be just like her when she grew up with a “good mind.” One reason P2 looked
forward to going to work each day was the anticipated enjoyment of listening to the stories the
residents told, even if she heard them “over and over again.” P8 stated, “The residents are my
sunshine.” Furthermore, quality of care was another important factor that the participants shared
when speaking of interacting with the residents. P7 expressed how happy she was to help
residents with their daily tasks, as well as when checking the environment of the room to make
sure it was ok. P1 shared that it was her goal to hear every day from a resident that she must love
her job. She understood what some of the residents were lacking and wanted to replace their
feelings of emptiness with the extra care they needed. P1 wanted to make sure the residents knew
that someone “passionately” cared for them and wanted to “leave her name in a god way,”
meaning she wanted her care to leave a lasting effect on the resident.
Many of the participants expressed views of how important their relationship was with
the residents, and it appeared that the participants were most happy when they spoke of the
interactions they had with the residents. Daily, P3 looked forward to asking the residents “how
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was your day? How was your evening? Did you rest comfortably?” P3 reported how much she
loved hearing where the residents came from, how the residents lived when they were younger,
how they were raised, and different aspects about their lives and their lifestyles. P9 stated that
she really wanted to understand and help elderly people at this time in their adult lives. P3 shared
that some residents have “bad days, or they feel achy,” but P3 was pleased to say that she tells
them everything is going to be alright, and that they will get through the challenges together. P3,
P4, and P5 also reported how much they enjoyed engaging in activities with the residents such as
Bingo and happy hour. P6 said, “It makes me happy when I can get to know the residents.
Theme 2: Participants admire leaders and coworkers.
Six of the nine participants indicated how supportive their supervisors and co-workers
were at work. The participants commented on how administration, owners, and other staff
members put forth tremendous efforts to be responsible and to care about people. One example
given was when one community was supportive during a difficult time when there was a recent
death in the participant’s family. Another participant described how much their community’s
administration helped during the past year of the COVID-19 pandemic. Several participants
described their supervisors in optimistic ways. P3 stated, “I could not ask for a better director and
head nurse. They care about people.” P 9 said, “I love the management here. We have the best
management in the world.” P5 described her supervisor as helpful, commenting “when we let the
supervisor know we need something or something is wrong, she really supplies us with anything
we need to make our jobs better. She is there for us.” P1 described her supervisor as someone
who has “been there a long time with open ears, who listens to your ideas, and shuts no one’s
ideas down.” P1 further described the supervisor as a person who would report to work on days
other employees could not come into work and would try to make the staff’s day there the best it
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could be. P3 highlighted her supervisors by saying how welcoming and appreciative they were.
She quoted her supervisor stating, “I’m glad you are here, do they have another one like you.” P3
emphasized how much her supervisor complimented and praised the employees. P8 added,
“Everybody likes to hear you are doing a good job.”
Not only did the participants describe how supportive their supervisors were, but they
also discussed how important it was to give support to each other. P3 stated, “We all get along;
we work together.” P 5 reported the advice that she likes to give when someone is having a bad
day is to “take it easy and just start over the next day.” The participants expressed the importance
of acknowledging a job well done and P8 stated that “atter girls” are just as important as
constructive criticism. P8 appreciated when coworkers or supervisors tell you that “things need
to be changed or fixed differently.” P1 described her coworkers sharing, “They are like family;
any problem you have, they back you up 100%, even when you are at your lowest point.” P1 also
explained, “This kind of job needs teamwork and compassion, “and P8 stated, “It starts with your
heart here.” P2 supported teamwork by saying, “everybody does their part.”
Only a couple of adverse comments were made regarding administration and coworkers.
Although salaries and pay are important to any job, the low pay scale was mentioned a couple of
times during the interviews. P4 said, “The pay could be more,” and P9 stated, “Pay is not what I
really need to make it, but because I love my job so much, I stay with it and just work extra jobs.
The pay increase would be the WOW factor.” On a positive note, P2 was happy to report their
community gave a recent pay increase and included paid time off (PTO) to full-time and parttime employees as an added benefit. The second negative comment made regarding coworkers
was from P1 and P6 who reported coworkers sometimes lack effective communication, with P1
reporting “communication needs practicing, some co-workers don’t listen, and the nurses don’t
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communicate verbally. The nurses just tell us to look at the book.” P1 reported she and her
coworkers get more support from the administrator than the nurses.
Theme 3: Employees must prioritize self-care.
The participants described how they dealt with frustrating times and offered suggestions
and examples of ways they rejuvenate themselves. As mentioned earlier by participants, a shared
consensus was that working with seniors takes passion, compassion, and teamwork, and
everyone must do their part. Several of the RCAs commented that RCAs should be focused on
work as opposed to other issues outside of work. P6 emphasized that “outside drama weights on
you.” Additionally, one participant advised for RCAs to present themselves in a way that
residents are not aware of personal issues that could affect their job. P5 stated, “I do not like
when the other residents know what is going on with me; I like when I can turn things around,
and the residents never know.”
Several participants shared ways they cope with the stressful tasks of their jobs. P9 stated,
“I found ways to take care of myself so that I can rejuvenate to be able to help the residents
better.” P9 explained how she handled the stress, “I’ve been frustrated, and I meditate, and I am
prayerful. I have my faith in God and that gets me through those times.” P6 suggested to “just
take a break. Talk to yourself but do not answer yourself. Understand things are not like they
used to be.” P6 also recommended to look at tomorrow as a:
“new day, a fresh start.” I try to keep up my attitude, my smile. I never want to go into
work with a bad attitude because I don’t want the residents to get sad for me. I want to
make them happy, to joke with them, tell them we are “going to get through the day.”
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Theme 4: Leaders must provide opportunities for professional development.
Although seven of the participants really appreciated the educational opportunities their
communities offered, two participants stated they were content where they were. For some of the
participants, the current community the participants were working in was the first senior
community they had ever worked in; therefore, that community was really all they knew
regarding working in an AL community. Several participants reported how impressed they were
with how the communities treated the residents and family members. One participant commented
this practice was a good example of supervisors’ setting a positive example for the employees to
follow. While some participants reported they had many opportunities to learn and had an
interest in continued education, other participants felt they did not have anything else to learn. P4
reported, “There is not much I have not learned.” P3 stated that she “could not think of anything
she needed to learn.” P3 explained that she was comfortable with what she knew. P5 felt like she
knew more than others. P5 stated, “The younger generation does not have patience. The
schooling is different. You can get certified in 3 weeks. They need more training.”
While some of the participants were comfortable, and did not feel they needed to learn
more, others were appreciative of what they learned and were interested in learning more,
especially P8 who was enthusiastic about professional and organizational development,
recommending to always get involved with continued education. P8 learned that with dementia,
RCAs must “have patience and nothing but love to take care of them.” P8 was adamant that,
understanding the full spectrum of caring for others is important, and knowledge is what helps all
around. P8 was supportive of other healthcare staff trying to learn as much as they can about
what affects senior communities and employees who work in the senior living communities. P8
described how her community offers videos, in-service training, conferences, or anything that
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would build on education and skills, that would allow staff to take better care of the residents and
the resident’s families.
Several participants explained what kind of training was most appreciated. P9 learned
how to be more tolerant with a dementia patient and had a better understanding of dementiarelated diseases of elderly people, including how such diseases affect the residents mentally and
physically, as well as how to patiently accommodate and help them. P5 reported how she learned
to be more compassionate and how to meet the residents’ needs, understanding that they all have
different plans of care. P2 stated, “I’ve basically learned everything from the community, how to
bathe someone, how to dress them, how to give daily assistance, and how to help out at meals.”
P2 also appreciated the opportunity to improve skills from learning with the nurses about falls
and injuries. P2 spoke of the importance of patience and understanding various personalities of
the residents and coworkers. P2 also commented that learning the residents’ personal histories
allowed the RCAs a better ability to connect with the residents and provide person-centered care
for them as if the residents were personal family members. Although most participants were
happy with their training level, P1 mentioned she would like additional training, especially
involving the proper body mechanics and equipment used to physically lift a resident.
One more recommendation for training from two of the participants was on the topic of
coworker conflict. P6 described an incident when a coworker failed to follow the chain of
command when reporting a problem, which in the end created conflict among certain employees.
The lack of communication in this situation almost caused the employee to quit. P2 explained
that, when employees become aggravated with each other, the employees find it difficult to work
together, and P2 expressed a time she thought of quitting under a similar situation. Both
participants advocated for more training on employee conflict. In addition to the requested
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educational training on various topics, one participant spoke about the importance of having fun
at work especially with the demanding kind of work senior care requires. P1 conveyed the idea
that, when the RCAs can participate in some of the activities with the residents such as happy
hour, Bingo, or discussion groups, the RCAs can get a “fun” or pleasurable break from some of
the more challenging tasks of providing personal care to the residents.
Evidence of Quality
Creswell (2013) listed several criteria for assessing a “good” case study. In summary,
Creswell advised a clear identification, understanding, and description of the case, as well as
identification of themes. Additionally, Creswell recommended generalizations should be made
from the case study, and the researcher should be authentic in his or her approach. The
concentration of this case study, involving employee retention and RCAs’ perspectives about
why they remain working in an assisted living community presents an awareness to managers of
the problems that might be associated with retaining employees. This study was conducted by a
researcher who understands the importance of RCA retention in senior living and who tries to
retain caring employees. Although this single case study may not represent all RCAs who work
in assisted living, the results of the study do align with Herzberg’s (1968) two-factor theory. The
overall expressiveness and persuasiveness of the participants demonstrated numerous thematic
factors that contributed to their work satisfaction. Although the participants did not know the
interviewer, the interviewer communicated to each participant the purpose of and the
involvement in the research study with the expectation that the interviewee would be
comfortable and honest with their responses to each question. Whether a new employee working
in senior living for the first time, or an employee who has worked in senior living for many
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years, all nine participants provided meaningful information that senior living managers and
administrators can consider implementing in their own communities.
Summary
The participants for this study had insightful views on why they stayed working for the
community in which they were currently working. Based on the information gathered from the
interviews, the participants spoke about what they enjoyed most about their job. One conclusion
that can be made from the analysis of the interviews is that the participants enjoyed what they
were doing and appeared to be enthusiastic and grateful for the communities they were working
in. The participants described the responsibility of taking care of the residents as well as the
responsibility to practice self-care. The participants also had much to say about the relationships
and interactions with supervisors and coworkers. Finally, the participants were content with what
they knew about senior living or had a desire to learn more. The next chapter will discuss the
four themes further and how managers can apply the themes to their own management of
employee retention.
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V. DISCUSSION

The purpose of this qualitative study was to explore the reasons resident care attendants
(RCAs) remain with an organization using stay interviews to retain qualified, compassionate
employees for assisted living communities. Assisted living is a community that provides senior
residents a variety of services such as meals, housekeeping and laundry, medication assistance,
and assistance with activities of daily living (ADL; Kruschke, 2018).
Methods of Data Collection
Data for this study were collected from interviewing RCAs who worked in assisted living
(AL) communities in the state of Louisiana. A list of AL communities was obtained from the
Louisiana government website and all communities were invited to participate. A total of five
communities responded, with nine RCAs from the five communities volunteering to participate.
All nine RCAs were female, ranging from age 18-65. Among the nine participants, four RCAs
were certified nursing assistants. The regulatory requirement for assisted living communities in
Louisiana does not require RCAs to be certified. Five interview questions, using Richard
Finnegan’s (2018) stay interview process, were used to collect information regarding the RCAs
experiences working in senior living. Based on responses, additional probing questions helped to
clarify the participant’s initial answer and opinion. All participants contributed to the stay
interview through a Zoom video that lasted approximately 20-40 minutes. The information
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obtained from the interviews was coded, evaluated, and compared for common themes. A
codebook was formed to sort the data and identify themes. Four themes were identified.
Summary of Results
The participants for this study had insightful views on why they stayed working for the
community in which they were currently working. Based on the information gathered from the
stay interviews, the participants spoke about what they enjoyed most about their job. The
participants enjoyed working with the residents and their coworkers, and appeared to be
enthusiastic and grateful for the communities they worked in. Secondly, the participants
described a responsibility to take care of the residents as well as a responsibility to practice selfcare. The RCAs also had much to say about their relationships and interactions with supervisors
and coworkers. Finally, the participants were content with what they knew about seniors and
senior living or had a desire to learn more.
Research Question
What are the factors that lead to the retention of certified resident care attendants (RCAs)
in assisted living communities?
Discussion by Research Question
The purpose of this exploratory, qualitative case study was to explore the lived
experiences of RCAs who work in assisted living and their reasons for staying with the
community. The findings support the theoretical framework of Frederick Herzberg’s (1968), an
American psychologist, who introduced the motivation-hygiene theory, or the two-factor theory.
Herzberg believed the motivation factors affected an employee’s attitude for an extended period
and that happy employees are motivated by stimulating work, challenges, and responsibility.
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Herzberg (1968) stated, “The only way to motivate the employee is to give him challenging work
in which he can assume responsibility” (p.53).
In one study that applied Herzberg’s (1968) theory to job satisfaction, Bassous (2015)
emphasized the importance of job meaningfulness as an intrinsic motivator. Job meaningfulness
was a clear outcome of this research study. Furthermore, Yamin (2020) researched motivational
and environmental factors, including the relationship the factors had on organizational
performance, learning that employee enthusiasm was highly related to organizational
performance. Previous research in the literature review presented a theory explaining that the
reasons people work contributes to how well people work, indicating that highly motivated
employees are more likely to recommend their community as a positive place to work (Paris et
al., 2018).
Throughout most of the interviews in this current study, the participants described how
much their work meant to them. From the analysis of the interviews, many of the participants
clearly looked forward to working with seniors. One participant described a great day as one
when the participant felt helpful and engaged with the residents. Another participant made it her
goal to receive positive feedback from at least one of the residents each day. One more
participant described the senior residents as her “sunshine.” This data indicated that the
participants found their jobs rewarding and satisfying. Many of the participants expressed a
desire to work with, and understand, the elderly. The participants seemed so focused on their jobs
that their pay was not a contributing factor of why they stayed. Unlike Holmberg et al’s (2018)
study that explored the effects of intrinsic and extrinsic factors on job satisfaction, concluding
that incentives such as salary and compensation were important motivating factors, the evidence
from this study did not reflect the same conclusion. Only two of the participants mentioned a low
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pay scale, but these participants were not overly concerned about the pay with regards to work
satisfaction. In addition to the meaningful relations the participants had with the residents, the
participants showed appreciation for their coworkers. One participant characterized the
relationship with her coworkers as “good, personal, best friend connections.”
In another study that applied Herzberg’s (1968) theory regarding a positive work
environment, four of the identified themes were also discovered in this study: (a) recognition and
appreciation, (b) training and development, (c) relationships with managers and leaders, and (d)
relationships with coworkers (Alrawahi et al., 2019). The results of the present study implied that
the participants appreciated being recognized, as well as appreciated being accepted for their
insecurities. One participant elaborated how much she valued constructive criticism as well as
recognition, supporting Kahn’s (1990) seminal work which involved supervisors encouraging
and empowering employees to learn from their failures and mistakes. Regarding professional
development, comments from some of the participants spoke about how training and
development were positive factors of the work environment, yet interestingly, other participants
felt they did not need additional training. Finally, the notion of relationships with supervisors and
coworkers, as identified in the reviewed literature, was further supported by the findings in this
study which showed that the participants had respect and gratitude for their superiors and
coworkers. (Alrawahi et al., 2019.; Ng, 2016).
This study aligned well with Yusoff et al.’s (2013) study which reported the importance
of combining both intrinsic and extrinsic factors to maximize job performance and job happiness.
Both types of factors played a part in employee satisfaction. Managers in assisted living
communities who understand the difference between intrinsic and extrinsic factors may be able
to recognize the necessary direction to satisfy and retain employees. The results from the present
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research illustrated four themes that may be included with intrinsic and extrinsic factors
underlined in the theoretical framework for this study:
•

Participants enjoyed working with seniors.

•

Participants admired leaders and coworkers.

•

Participants must prioritize self-care.

•

Leaders must provide opportunities for professional development.

Participants Enjoyed Working with Seniors
Holenberg et al. (2018) defined job satisfaction for nursing personnel as “nurses’ degree
of positive affective orientation towards their job” (p. 582). This definition is in alignment with
the first identified theme: Participants enjoyed working with seniors. The results of the present
study were consistent with the perspectives of the CNAs from Holenberg et al.’s study, who
showed interest in patient care, had an appreciation of additional training, and wanted a chance
to be better. Most of the participants from the present study revealed an interest in patient care
from personal care with activities of daily living (ADL), to connecting with residents by listening
to their stories and participating in fun activities such as Happy Hour and Bingo. One participant
showed such an interest by mentioning she even enjoys visiting the residents on her “day off.”
The current study affirmed how relevant the concept of meaning-making or finding
purpose is to an individual’s self-concept within the job. The RCAs’ comments are reliable with
Gray et al.’s (2016) study that revealed that providing direct care and helping others are related
to positive meaning in work. Being helpful to the residents was a common thread among the
participants of the current study. The RCAs stressed how much they enjoyed engaging with the
residents. One participant remarked about her involvement with the residents as, “keeping them
focused, moving, and going.” The relationships that are formed between caregivers and residents
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were explored in Eldh et al.’s (2015) study, which explained the bond created between the
employee, the resident, and the resident’s family gave the employee a sense of fulfillment and
gratitude. Eldh et al. further reported that employees were motivated when work was different
every day. Several participants had varied responses to the idea of working with the same or
different residents each day. One participant reported she worked with the same residents each
day and was happy to do so, whereas two other participants mentioned they were happier to
work with “different residents each day.” The reason one participant gave for this response was
“because there are some residents that is hard to deal with.” Managers should consider the effects
consistent staffing have on the employees. In one regard, consistent staffing can help to build
relationships; however, in an obvious other regard, according to the present study, consistent
staffing may not be optimal for the employees.
The findings of this study also highlighted a positive work environment keeps employees
happy. Several RCAs described their communities as “family-oriented.” Arakelian (2019)
explained that nursing employees feel stable in a work environment that is homelike and
comfortable and have a supervisor who is present and supportive in daily operations. One
participant described her supervisor as a person who will come into work when another
employee “could not come in.” Another RCA mentioned how supportive her supervisor was to
the department making the effort to “supply us with anything we need,” to make their jobs better.
Feeling secure was an apparent factor that made the participants feel safe, and it was also
important for the RCAs to make the residents feel safe too. One participant remarked what made
her happy was, “helping residents out with tasks and checking in their room to make sure they
are ok.” Another participant commented what makes her happy was, “I look forward to the
residents. I love going to work and listening to the stories.” What made another RCA happy was
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simply wanting the residents to know that someone is there to “passionately” care for their needs.
Interestingly, one participant was very protective of her residents commenting, “I do not like
when the other residents know what is going on with me; I like when I can turn things around
and they never know,” meaning she did not want the residents to be concerned about her
personal issues. It was important to several participants that they arrive to work at their very best
so that they can help the residents better. Radford et al. (2015) summarized these positive
feelings as “job embeddedness.”
Participants Admired Leaders and Coworkers
The employment environment is essential to employee retention which is representative
of the second theme, Participants admire leaders and coworkers. The results of this study were
consistent with strategies portrayed in the literature (Fujji, 2019; Sarti, 2016). Fujji (2019)
summarized various strategies for retaining employees that were in harmony of the present study,
including a respect for leaders and coworkers. Fujji emphasized the importance of managers
keeping employees happy, engaged, and paying attention to what employees want. As earlier
defined, Richard Finnegan (2018) described employee engagement as committed employees who
make every effort each day to help their organizations succeed. One participant from the study
made her goal to receive positive feedback from at least one of the residents each day. From the
participant’s response, her commitment to the organization was obvious. Leaders must give
attention to these committed employees.
Most of the participants indicated how supportive their supervisors and co-workers were
at work and how caring they were at difficult times unrelated to work, such as death in a
participant’s family and the global pandemic. Supportive supervisors and coworkers can make
employees feel safe. Several participants noted how they had the “best” supervisor, manager,
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director, or head nurse. Numerous participants mentioned encouraging characteristics about their
supervisors such as a good listener, appreciative, welcoming, and complimentary. The
participants also commented how supportive coworkers were in the work environment
describing them as “like family.” The RCAs defined their coworkers as “team players,” as
“people who give good advice,” as people who “back you up 100 % even at my lowest point,” as
“everybody does their part;” however, one participant did mention that her department
occasionally lacked communication which was the only negative comment made regarding
coworker relationships. Although most participants had positive regard for their coworkers, one
RCA did admit she thought the younger generation lacked patience and required more training.
Participants Must Prioritize Self-Care
The results of the present study strongly indicated the importance of prioritizing self-care,
as listed as the third identified theme. In the literature review, compassion fatigue was
emphasized as a concept that may affect employee retention. The participants’ comments in the
present study supported the idea that caretakers must learn how to practice self-care to be able to
take care of others. Several participants indicated having an awareness of self-care and were
already practicing it. One participant elaborated by saying how important self-care is in order to
provide quality care for others. Another RCA mentioned how important taking “a break” is, and
that it is best to “start fresh” each day. The results of this study corroborated with Dreher et al.’s
(2019) holistic intervention of compassion fatigue awareness that showed improvement of CNA
well-being. Implementation of strategies already in place such as the program from Dreher et
al.’s (2019) study titled, What is in Your Self-Care Skills Toolbox, should be considered for
employee retention of nursing staff. Whereas past researchers have found some states having no
mandated training regarding the role of the direct care worker (DCW) and in managing care
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(Kelly et al., 2020), the present study has shown that RCAs or DCWs must prioritize self-care.
For several of the participants, prioritizing self-care was necessary to carry out some of the
challenging tasks of their jobs. One participant commented, “outside drama weights on you,” and
it is best to avoid bringing “outside drama” or personal issues to work.
Leaders Must Provide Opportunities for Professional Development
One interesting finding of the current study was noted in the fourth theme, Leaders must
provide opportunities for professional development. The noteworthy finding indicated that
professional development should be an ongoing part of annual training. Continued education
should be considered as a strategy for employee retention to address all generations in the work
environment, as well as for novice and experienced workers. One comment made by a
participant was consistent with Hodgkin et al.’s (2016) work that revealed older female nursing
assistants provided insight for retaining the younger workforce entering the field. The study
explained how the older participants of the study, the older CNAs, believed the younger
employees replacing them may not share the same sense of work and may lack the experience,
patience, and appreciation in taking care of seniors. The experienced participant of the present
study elaborated on this very concept, recommending the younger generation lacks patience and
needs more training. The participant described her certification program as intense, and a longer
program than what certification programs offer today. The participant mentioned that students
can be certified in as little as three weeks.
Leaders should also offer training opportunities that motivate employees. Paris et al.
(2018) studied both employee and resident satisfaction, identifying factors that motivate
employees as play, purpose, and potential. All three factors should be considered when managers
and leaders are planning training opportunities, especially the play factor. Paris et al stated play
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happens when an employee is engaged and enjoying what he or she is doing. To retain
employees by keeping them happy and engaged, employers should focus on ways to motivate
their employees through play. Taken together, evidence from the present study, as well as
common themes from the literature review, offers insight into what managers might consider as
training to motivate employees. Ahlstedt et al (2019) learned from the results of their study that
nurses were motivated when the nursing assistants handled the non-patient tasks so that the
nurses could do their jobs. Improving nursing assistants’ problem-solving skills could be an
excellent opportunity for a manager to consider as a training focus. Managers should be
innovative in their planning of such training and involve play to engage and motivate employees.
Study Limitations
As with all studies, limitations from the study were noted (Joyner et al., 2018).
Generalizations to other nursing staff must be done with caution since this sample consisted of
nursing employees within the senior living industry who volunteered to participate. Another
limitation is that all participants were from the state of Louisiana; therefore, the results of the
study may not be representative of all states or countries. Additionally, the sample size was small
and may not be reflective of all nursing assistants who work in senior living. Despite these
limitations, the results of the study suggest theoretical and practical implications. .
Implications for Future Practice
Instead of focusing on why employees leave, managers must focus on why employees
stay to maintain retention of caring and capable nursing assistants. Supervisors should conduct
interviews to directly identify the reasons employees stay in the workplace. To investigate why
employees stay with an organization, or why they might want to leave, stay interviews were used
for this study. Stay interviews allow managers to connect in meaningful ways and provide
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information needed to plan ways to keep employees happy and fulfilled. Stay interviews keep the
manager and the employee connected while the employee is still employed with the company.
The benefit of connecting with the employees through stay interviews is that managers can learn
from the employee, provide feedback in real-time, and have opportunities for improvement
before the employee decides to quit. Managers can explore what motivates employees which
may increase employee engagement and improve resident and staff satisfaction, as well as
overall employee retention.
Recommendations for Future Exploration
In addition to the information presented in the current study, several avenues of research
may raise a variety of intriguing questions for future exploration. One recommendation
suggested by Gion and Abitz (2019) was to consider partnering with nonprofit organizations or
local technical colleges to support career opportunities for nursing assistants. One example of
such an outreach can be Job Corps, a no-cost educational program administered by the
government that helps young people improve their education and quality of life. If, as the present
study suggested, employee retention in senior living is a major concern, researchers should
explore the avenues of attracting talented people into the field of gerontology, the study and
understanding of older adults. The building of future employees is an important trend to follow.
Managers should help employees and nursing students realize how important care is needed for
the elderly population. Convincing current and potential employees how impactful
compassionate and quality care is for the elderly is important to consider when attracting the
right employees for senior living. High schools and community colleges should consider adding
gerontology courses to their programs.
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Another recommendation would be to incorporate stay interviews as a routine measure to
check in with employees. Executive officers of assisted living communities and other senior
living residences should require their management team to implement stay interviews on a
consistent basis. The management team must be held accountable and understand the advantages
of the stay interviews as identified by Richard Finnegan (2018). Finnegan listed the advantages
of stay interviews: (a) employees connect directly with their supervisor which is critical to
employee engagement, (b) supervisors accept responsibility towards retention goals, (c)
employees are more likely to approach their supervisors with a concern and accept responsibility
for staying with the community, and (d) stay interviews can establish trust among the employee
and supervisor.
Furthermore, more research is needed to further understand compassion fatigue.
Communities should be innovative in designing low-cost, holistic interventions or programs such
as compassion fatigue awareness or trainings on What is in Your Self-Care Skills Toolbox as
described in Dreher et al.’s (2019) study which can improve a CNA’s well-being. RCAs look
forward to, and have an appreciation for, communities who focus on such trainings that take care
of or bring an awareness to employees that individuals can easily implement on their own.
Communities could implement such programs in a monthly employee meeting, in which
employees from all departments could benefit.
Conclusion
The expectation of the impact of an aging population and the future of availability of
nursing staff are significant challenges for senior living communities around the world. The
elderly population is growing, people are living longer, and the number of people working in the
field of senior living is dwindling (Brady, 2016; Hodgkin et al., 2016; Øster et al., 2017).
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Although many employment opportunities exist in the senior living industry, employers struggle
to attract and retain compassionate and caring nursing staff. Assisted living is one community
option of senior residential living that relies on compassionate, committed staff. Retaining
qualified and competent staff to provide the needed support to seniors is critical to leaders in the
assisted living community, as nursing assistants are the primary providers of care in the assisted
living continuum of care. Therefore, leaders are challenged not only by an expansion of the older
generation, but also by insufficient retention of skilled and caring staff, resulting in compromised
care and safety for seniors.
The results of this study indicated that the participants felt motivated and happy where
they worked. Managers must listen to their employees and their perspectives about how their
employees can remain satisfied. One concept obtained from this study is to simply invite
employees to participate in some of the fun activities, such as Bingo, in addition to their daily
tasks. The participants appreciated work-life balance and were willing to partake in challenging
roles. As evident from the participants’ responses, employees are happy when they are doing
what they enjoy. In this study, the RCAs enjoyed and appreciated their relationship with the
residents, admired their leaders, felt supported by their coworkers, felt at their best when they
were “rejuvenated,” and were grateful for being offered opportunities to do a better job.
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Appendix A
Richard Finnegan’s Five Interview Questions
1. What do you look forward to each day when you commute to work?
2. What do you learn here, and what do you want to learn?
3. Why do you stay here?
4. When is the last time you thought of about leaving us, and what prompted it?
5. What can I do to make your job better for you? (Finnegan, 2018)
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Appendix B
Initial Letter of Introduction
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Appendix C
Study Consent Form
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